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SUMMARY 
INTRODUCTION 
During last two decades, the preservation of High quality and standards in 
education has become a major concern for higher •'education institutions and 
governments; consequently, the demand for explicit quality evaluation and assurance 
processes has been increasing rapidly. It is true that by using a variety of Information 
Technology tools and techniques, university library is now able to generate various 
kinds of information products and services in addition to performing routine tasks. 
However, it is unfortunate that these remain largely underutilized and in some cases 
even wholly unutilized. The basic reason of selecting this problem is to raise the 
m 
quality level of library and information science awareness or consciousness among 
the users. Library information products and services are 'generator-driven' rather than 
'user- driven' and there remains a 'linkage gap' between the generators and the users 
of such products and services. On the other hand, university library have, over the 
years, spent enormous amount of money, expertise and other valuable resources to 
reach their present stage of service delivery. Mobilizing resources, particularly 
finances may not be a easy now as it was in the past. But there won't be any looking 
back when it comes to the demands and expectations of their users. The only way out 
seems to be that LICs develop only in accordance with more exact and specific needs 
of their users. Indian university libraries are nol^  b?en ftilly prepared to meet out the 
challenging need of higher education in the context of earlier revolutions, i.e., 
industrial revolution, white revolution, yet another new and bigger information has 
tremendously shaken the whole world; and globalization, privatization, liberalization 
have become the 'mantras' of the international order and the global information 
society. Information has become a key fugitive resource for socio-economic, cultural 
& political development and quality of life. Organization has increased their demand 
for information for reengineering and innovation so as to enhance their effectiveness 
and competitive position. The world "Quality" has become the buzzword and symbol 
of survival and growth in manufacturing and commercial sector and has also started 
making in-roads on information service sector. Many information providers have 
started working as indirect competitors to the university libraries. 
Self-sufficiency has compelled imiversities to find other means for survival 
and growth in cost conscious and competition oriented setups. In addition to 
worldwide escalating costs of information products, shrinking budgets and increasing 
fees have enhanced the operational transparency and accountability of university 
libraries. Information technology has extended the scope of doing business for 
librarians on the one hand and enhanced the expectation of users for high quality 
information services on the other. In spite of this, the gap between information 
generation and utilization has increased tremendously. All these problems posed 
serious challenges for proper information management which calls for immediate 
concern of university libraries to have a careful investigation of the whole gamut of 
university library service, e.g. management competence, staff skills, management 
philosophy, expectation and perception of internal customers. It is in this context that 
application of total quality management (TQM) to university libraries is important. 
Information is now considered as an important resource for socio-economic 
development of a society. So value added information service can only provide the 
conformance to the requirement of the users and their satisfaction. Libraries adopt 
management techniques to give their best in the form of service and products to its 
users. But it is very difficult to give best products and services, if there is no precise 
definition of what the best is in terms of library goals. There is no universally 
acceptable tool and techniques to measure, control and improve the quality of 
products and services in libraries. Total Quality Management (TQM) is one of such 
technique used for the improvement and maintenance of quality or performance of the 
libraries. Therefore, it is necessary for library and information professionals to 
understand core concepts, methods and techniques used in TQM. 
The concept of Total Quality Management (TQM) after Worid War II for 
improving the production quality of goods and services. The concept originated from 
the Japanese, who adopted it in 1950 to resurrect their postwar business and industry, 
used it to dominate world markets by 1980. By then most U.S. manufacturers had 
finally accepted that the nineteenth century assembly line factory model was outdated 
for the modem global economic market. TQM is the art of managing the whole to 
achieve excellence.TQM is defined as both a philosophy and a set of guiding 
principles that represents the foundations of a continuously improving organization It 
is the application of qualitative methods and human resources to improve all the 
processes within an organization and exceed customer needs now and in the fiiture. 
OBJECTIVES OF THE STUDY 
The objectives of the study is to examine the application of Total Quality 
Management in central university libraries of India and to measures the perception of 
users as they relate to quality of information products and services, and to determine 
how far the library has succeeded in delivering such services to its users. The study 
includes only seven central university libraries of India. 
> To find out the existing level of quality management, services and facilities in 
different Central University Libraries of India 
> To compare the quality of services and facilities of different Central 
University Libraries of India. 
> To know the current status of Total Quality Management approaches in 
Central University Libraries of India. 
> To know the quality awareness level among the library information science 
professionals in the Central University Libraries of India. 
> To assess the impact of various factors on quality management level of 
University Libraries. 
> To identify the problems in planning and implementation of TQM in Central 
University Libraries of India. 
> To measure the user perception of service quality in seven respective central 
university libraries. 
> To find out the status of ISO certification or any certification process in 
Central University Libraries of India. 
> To know the standard guidelines and quality indicators followed by Central 
University Libraries. 
> To find out the need for top library and information managers to understand 
total quality management. 
> To examine how the adaptation of TQM approach can help overcome some of 
the difficulties of changing envirorunent. 
> To examine the application of TQM in libraries with particular reference to 
users satisfaction and perceptions of library quality services. 
HYPOTHESES 
> There is no significant difference in the perception of services quality 
dimensions among research scholars and faculty member's with central 
university libraries of India. 
> There is no significant difference in the perception of service quality 
dimensions of the seven central universities libraries of India. 
> All the seven central university libraries are maintaining the level of quality 
management standards and services 
> Most of the central university libraries have implemented Total Quality 
Management principles and practices. 
> Most of the central university libraries are not certified with ISO. 
METHODOLOGY 
Questionnaire, observation and Interview were used as the tool for the study. 
Two sets of questionnaire were designed for the purpose of data collections. Part 1,2,3 
of first set of questionnaire was designed for the librarians of seven respective central 
university libraries and second set of questionnaire, i.e., part 4 was designed for user 
groups. Part 1 questionnaire deals with brief profile of libraries and collected factual 
data and quantitative statistics of libraries, such as size of collections, status of library 
automations, facilities and services, staff and budget, etc. Part 2 consists for the 
exploring TQM principles and practices and to find out the status Planning and 
awareness of TQM in selected libraries. Part 3 consists five elements of TQM, i.e.. 
Leadership, Policy and Strategies, Staff Management, Resources and Process. Part 4 
of the questionnaire contains the modified SERVQUAL instrument developed by 
Parasuraman, et.at, (^ 1998) to measure the outcome performance and perceptions of 
quality services through users. The questioimaire reflected six dimensions of quality 
services, i.e.. Reliability, Responsiveness, Assurance, Access, communication and 
Tangibles. All the closed-ended questions were designed to solicit responses on a 
five-point Likert scale for both types of respondents to measure perception of service 
quality. 
The questionnaires were distributed personally among the research scholars, 
faculty members and librarians. Sample size of research scholars and faculty members 
has been limited to approx 10% of the total populations and sample size of central 
university has been limited about 35% of total populations. 1700 questionnaires were 
distributed to the user community, i.e., research scholars (830) and faculty members 
(870) of seven central university libraries of India, of which 1507 (89%) were 
received back. 763 (90%) responses were received from faculty members and 
744(89%) responses were received from the research scholars. The investigator 
selected only 1425(84%) questionnaires for the analysis of data as 82 questionnaires 
were rejected because of incomplete responses from the respondents. Similarly 7 
questiotmaires were distributed to the university librarians of seven central university 
libraries, i.e., 100% responses were collected from the respondents. 
The data collected through questionnaire and informal interview were 
organized and tabulated by using statistical methods, tables and percentage, mean and 
average mean. After gathering the questionnaires, the survey data was keyed in Excel 
file. Before transferring to SPSS version 16.0, the procedures of data treatment were 
set to validate the data for fiirther analysis. Further to substantiate the data, statistical 
tests have been conducted namely ANOVA, t-test and control chart for mean. 
Analyses of Variance (ANOVA) test were used to identify the differences of service 
quality dimensions in central university libraries of India and t-test was used to 
measure the significant differences between perception of service quality of the 
research scholars and faculty members. For measuring of quality levels, mean control 
charts were used. 
MAJOR FINDINGS OF THE STUDY 
The major findings which emerged during the study have been summarized: 
Major Findings from tlie Part 1 
1. Library collection is a sum of total library materials. It makes up the holdings 
of a library. It is found from the table 6.1.4 that all seven central university 
libraries have good collections of all kinds of documents in the form of books 
and non-book materials but comparatively the MA Library of AMU has large 
collection than others libraries. The analyses reveals that the total collection 
of MA Library of AMU consisting of books, periodicals, CD-ROMs, theses 
and manuscripts etc. is (11,46,281), followed by BHU (10.46,046), followed 
by VBU (8 lakh), where as NEHU has only 4 lakh total collections, which is 
the lowest. 
2. It is found the Table 6.1.7 reveals that AMU, JMI, NEHU, and VBU libraries 
are using LibSys software for the automation. BHU and DU are using 
Nevv<jenlib, and Trodon and JNU is using VTLS software for the automation. 
The analyses show that most of the library is fiilly automated with world class 
library softwares. 
3. Table 6.1.8 depicts that BHU and AMU libraries provide special services like 
Blind Support Services. Central library of JNU provide Newspaper-Clipping 
service for the researcher and VBU library also provides special service to the 
users, i.e., e-resources. 
4. Table 6.1.5 indicates that Central Library of JNU has highest annual budget, 
i.e., (6 Crore) followed by BHU (4.5 Crore), followed by AMU (2.552 Crore), 
followed by DU and JMI has one crore respectively, whereas VBU has lowest 
annual budget, i.e., (72.71 Lakh). 
Major Findings from the Part 2 
Part 2 measures the status of TQM applications in the Central University 
Libraries of India. The investigator analyses the responses collected from the seven 
central university librarians and tabulated them. The major findings are given as 
under: 
1. It can be observed from the table 6.2.1 that majority of central university 
libraries are under the process of the applying of TQM, i.e., 85.71%, whereas 
BHU library is still plarming to apply TQM principle and practices. 
2. It can be found that majority of the libraries are trying to use ISO 9000 model 
for quality process but it is clear that none of the central university libraries are 
certified with ISO. 
3. 87.71% of the central university libraries are planning to get the certification 
from ISO. 
4. Cent percent of the libraries were reported of using statistical tools for the 
quality control. 
5. It can be derived from the table 6.2.6 that none of the libraries have appointed 
any additional staff for TQM. 
6. The table 6.2.7 reveals that 28% of the central university libraries appointed 
quality consultant for total quality management. 
7. It can be inferred the table 6.2.8 that all central university libraries have 
conducted several programs like seminars and workshops related to the quality 
management for improving quality services in their libraries. 
8. The table 6.2.9 shows that all respondents posses experience of quality 
management projects. 
9. Table 6.2.10 reveals that all libraries staffs are fully aware of the quality 
management process and practices. 
Major Findings from the Part 3 
This section deals with the description of five elements of TQM, i.e.. 
Leadership, Policy and Strategies, Staff Management, Resource, and process. To 
measure the responses collected from the librarian/deputy librarian of seven central 
university libraries in India. The major findings are as follows; 
Leadership 
Table 6.3.8 reveals the results of 'Leadership' quality aspect comprising five 
attributes. It shows that the mean score of VBU is highest, i.e., (4.80), whereas AMU 
and NEHU scored, i.e., (3.40), which is the lowest, which reflects that libraries do not 
show their consciousness about the leadership quality. 
Policy and Strategies 
It can be observed from the table 6.3.8 that the perception of librarians with 
regard to element TQM, i.e., 'Policy and Strategies'. BHU and JMI libraries got the 
highest mean score, i.e., (4.80), whereas NEHU and AMU scored (3.60) which is the 
lowest, which reflects that libraries do not show consciousness about the Policy and 
Strategies. 
Staff Management 
It can be concluded that the results of 'Staff Management' quality aspect 
measuring the perception of librarians in table 6.3.8. It shows that the mean score of 
BHU and NEHU got the highest, i.e., (4.40), whereas AMU and JNU got (3.80), i.e., 
lowest mean score. The overall average mean of seven central imiversity libraries for 
'Staff Management' dimension is (4.085), which clearly depicts that four universities, 
i.e., VHU (4.00), JMI (4.00), JNU (3.80) and AMU (3.80) scored lower then the 
overall average mean. The result shows that NEHU and BHU focus more attention 
towards Staff Management in libraries. 
Resources 
The perception of respective librarians of central university libraries about the 
TQM element of Resources, BHU is found to be the best, i.e., (4.80), amongst all, 
whereas, VBU scored (3.30), is lowest mean score. The overall average mean of 
seven central university libraries with regards 'Resources' element is (4.271), which 
clearly depicts that only two universities, i.e., JNU (3.60) and VBU (3.30) scored 
lower then the overall average mean. The result shows that BHU focus more 
attention towards management of 'Resources'. The score of VBU is very low, which 
reflects that library do not show their consciousness about the Resources 
management. 
Process 
Table 6.3.8 depicts the results of overall mean score of elements 'Process'. 
The finding shows that AMU, BHU and DU libraries got the highest, i.e., (4.20), 
whereas NEHU and VBU scored (3.60), which is the lowest. The overall average 
mean of seven central university library with regard the Process of library 
management is (3.942), which clearly shows the three universities, i.e., JNU (3.80), 
NEHU and VBU (3.60) scored lower then the overall average mean. The result 
shows that AMU, BHU and DU focus more attention towards Process element. The 
score of VBU are very low which reflects that libraries do not show their 
consciousness about the 'Resources'. 
Major Findings from the Part 4 
Part four deals with the user's perception about the service quality of seven central 
university libraries of India. The dimension wise findings are as follows: 
MA Library of AMU 
Table 6.4.7 indicates that 'Assurance' got the highest mean score, i.e., (3.65) 
and 'Responsiveness' scored the least mean score (3.33). It shows the library staffs 
posses good knowledge and skills to provide information to users about library 
collections and services. It also shows that library staff has ability to convey 
confidence, politeness, fiiendliness with respect to users. From the analysis of table, it 
reveals that users are very much satisfied with the 'Tangibles' dimension such as 
building and fiimiture, and infiBstructure facilities of MA library. The perception of 
users about the service quality dimensions of Responsiveness is very low. 
SRG Central library of BHU 
Table 6.5.7 indicates that the comparative analysis of six dimensions of 
service quality, which were collected from the users of SRG Central library of BHU. 
The overall average mean of each dimensions analysis shows that 'Assurance' 
perceived the high scored, i.e., (3.76), followed by 'Responsiveness', i.e., (3.63), 
whereas the service quality dimension of 'Tangible' scored, i.e., (3.50), followed by 
'Communications', i.e., (3.44), followed by 'Access', i.e., (3.39) and 'Reliability' 
scored the lowest, i.e., (3.33). 
Central Reference Library of DU 
Table 6.6.7 indicates the comparative analysis of six dimensions of service 
quality, which were collected from users group of Central Reference Library of 
University of Delhi. The overall average mean of each dimension analysis shows that 
'Assurance' got the highest score, i.e., (3.97), followed by 'Tangible' and 'Reliability' 
score (3.94), whereas the service quality dimension of'Responsiveness' scored (3.86) 
followed by Access (3.81), whereas 'Communication' got (3.64), which is lowest. 
Dr. Zakir Hussain Library of JMI 
. The overall average mean of each dimensions analysis of Dr. Zakir Hussain 
Library users indicate that 'Access' perceived the highest score, i.e., (3.78), followed 
by 'Reliability', i.e., (3.55), whereas the service quality dimension of 'Tangible' 
scored, i.e., (3.50), followed by 'Communications', i.e., (3.36), whereas 'Assurance' 
got (3.31) and 'Responsiveness' achieved to be lowest, i.e., (3.27). 
Central Library of JNU 
Table 6.8.7 presents the comparative analysis of six dimensions of service quality, 
which were collected form users of Central Library of JNU. It can inferred that the 
dimension 'Tangible' perceived the highest mean scored, i.e., (3.82), followed by 
'Access', i.e., (3.51), followed 'Reliability', i.e., (3.45), followed by 
'Responsiveness', i.e., (3.37), whereas 'Assurance' got the lowest score, i.e., (3.08). 
Central library of NEHU 
Table 6.9.7 reveals the comparative analysis of six dimensions of library 
service quality, which were collected from the users of NEHU library. The overall 
average mean of each dimension analysis shows that 'Responsiveness' perceived the 
highest score, i.e., (2.61), followed by 'Reliability' and 'Assurance', i.e., (2.50), 
whereas the service quality dimension of 'Access' score, i.e., (2.47), followed by 
'Communication' i.e., (2.44), whereas 'Tangible' scored the lowest, i.e., (2.31). 
Central library of VBU 
The comparative analysis of six dimensions of service quality, which were 
collected from the users of VBU has been analysed and presented in table 6.10.7. it 
shows that 'Assurance' perceived the highest score, i.e., (3.18), followed by 
'Tangible' and 'Reliability' score, i.e., (2.70), followed by the service quality 
dimension of 'Communications' score, i.e., (2.63), followed by 'Responsiveness', i.e., 
(2.58), whereas 'Access* scored the lowest, i.e., (2.57). 
Major findings of Reliability Dimension (Items Wise) 
It is found that DU has got the highest mean score, i.e., (3.94), followed by 
JMI (3.55), followed by AMU got third position with the score of (3.51) and JNU got 
forth position with (3.45) score. The BHU and VBU scored (3.33) and (2.70) got the 
fifth and sixth position respectively. NEHU scored the lowest, i.e., (2.50) for the 
Reliability dimension. 
Further items wise analysis indicates that 'Giving correct answers to 
reference questions' scored the highest for user groups of DU, i.e., (4.25), whereas 
NEHU scores (2.42), which is the lowest mean score of the respondents. 
With regard to 'Making relevant information available' users of the Central 
Reference Library of DU scored the highest, i.e., (4.01), whereas NEHU scored 
(2.63), which is the lowest mean score of the respondents. 
The item 'keeping records consistent with actual holdings/status' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (4.10), whereas 
NEHU scored (2.33), which is the lowest mean score of the respondents. 
Regarding 'Keeping computer databases up and running', MA Library of 
AMU scored the highest, i.e., (3.88), whereas NEHU scored (2.57), which is the 
lowest mean score of the respondents. 
The attribute 'Making sure that overdue notices and fine notices are 
accurate.' scored the highest for user groups of MA Library of AMU, i.e., (3.70), 
whereas NEHU scored (2.57), which is the lowest mean score of the respondents. 
It can be inferred that Central reference Library of DU is more conscious and 
aware with service quality of Reliability dimension, whereas NEHU is the least 
concerned about service quality of dimension Reliability. 
Major findings of Responsiveness Dimension 
Table 6.11.2 shows that the overall mean score of perceptions of service 
quality of Responsiveness, which were collected from users of seven respective 
central university libraries of India to measure the readiness and timelines of library 
staff to provide information and services. 
It indicates that the overall mean score of 'Responsiveness' dimension. The 
Central Reference Library of DU got the highest score, i.e., (3.86), followed by BHU 
(3.63), whereas JNU got third position with the score of (3.37), and JMI got fourth 
position with (3.27) score. AMU and NEHU further scored (3.12) and (2.61) and got 
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the fifth and sixth position respectively. VBU scored the lowest, i.e., (2.58) of 
Responsiveness dimension. 
Further the attributes 'Making new information available' scored the highest 
for user groups of Central Reference Library of DU, i.e., (3.98), whereas NEHU 
scored (2.57), which is the lowest mean score of the respondents. 
The item 'Timeliness delivery of information scored the highest for user 
groups of Central Reference Library of DU, i.e., (4.16), whereas NEHU scored (2.50), 
which is the lowest mean score of the respondents. 
The item 'Re-shelving of books' scored the highest for user groups of Central 
Library of JNU, i.e., (3.87), whereas, AMU scored (2.88), which is the lowest mean 
score of the respondents. 
The attribute 'Effective ILL System' scored the highest for user groups of 
Central Reference Library of DU, i.e., (3.94), whereas VBU scored (2.18), which is 
the lowest mean score of the respondents. 
SRG Central library of BHU, got the highest, i.e.,(4.05), for 'Familiarity with 
OPAC, whereas VBU scored (1.97), which is the lowest mean score of the 
respondents.. 
The item 'Recency of journals and newspapers' scored the highest for user 
groups of BHU, i.e., (3.72), whereas VBU scored (2.03), which is the lowest mean 
score of the respondents. 
After analyses, it can be inferred that Central Reference Library of DU is more 
conscious and aware of service quality of Reliability, whereas Central Library 
NEHU is least concerned about the service quality of Reliability dimension. 
Major findings of Assurance Dimension 
The Central Reference Library of DU got the highest score, i.e., (3.97), 
followed by BHU (3.76), whereas AMU got third position with the score of (3.65) 
and JMI got forth position with (3.31) score. JNU and VBU scored (3.08) and (3.18) 
got fifth and sixth position respectively. NEHU scored the lowest, i.e., (2.50) for the 
Assurance dimension. 
It can be inferred fi-om the table 6.11.3 that Central Reference Library of DU 
is more conscious and aware of service quality dimension of Assurance, whereas 
VBU is the least concerned about quality dimension Assurance. Further item wise 
analyses indicates that 'Appearance of staff scored the highest for user groups of DU, 
i.e., (4.24), whereas NEHU scored (2.69) which is the lowest mean score of the 
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respondents. It can be inferred that the overall average mean of user groups of seven 
central university libraries for 'Appearance of stafP is (3.69) which clearly depicts 
that only three university libraries, i.e., AMU (3.97), BHU (3.97) and DU (4.24) 
recorded higher than the overall average mean. 
The attributes 'Thorough understanding of the collections scored the 
highest for user groups of DU, i.e., (4.03), whereas NEHU scored (2.31), which is the 
lowest mean score of the respondents. 
The item 'Familiarity of CD-ROM System' scored the highest for user 
groups of Central Reference library of DU, i.e., (3.95) whereas VBU scored (2.75) 
which is the lowest mean score of the respondents. 
The item 'Providing individual attention to users' scored the highest for 
user groups of Central Reference Libraries of DU, i.e., (3.88), whereas NEHU scored 
(2.61) which is the lowest mean score of the respondents. 
The item 'Recognising the regular users by the library staff scored the 
highest for user groups of MA Library of AMU, i.e., (3.80), whereas VBU scored 
(2.51) which is the lowest mean score of the respondents. 
It can be noted that the overall average mean of user groups of seven central 
university libraries for 'providing individual attention to users' is (3.25), which 
clearly depicts that only two university libraries, i.e., NEHU (2.61), JNU (2.63) were 
recorded lower than the overall average mean. 
It can be inferred from the analyses that DU is more conscious and aware of 
service quality dimension of 'Assurance', whereas VBU is least concerned about the 
quality dimension of Assurance. 
Major findings of Access Dimension 
The Central Reference Library of DU has got the highest score, i.e., (3.81), 
universities libraries, followed by JMI (3.78), followed by AMU which scored (3.58) 
and JNU got forth position with (3.51). BHU and VBU scored (3.39) and (2.57) got 
the fifth and sixth position respectively, whereas NEHU scored very low, i.e., (2.47) 
about the quality dimensions of'Access'. 
Further item wise analysis indicates that 'Availability of staff at reference 
desk' scored the highest for the user groups of BHU library, i.e., (4.05), whereas 
NEHU scored (2.38), which is the lowest mean score of the respondents. 
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The item 'Availability of Xerox facility' scored the highest for user groups of 
Dr. Zakir Hussain central library of JMI, i.e., (3.96), whereas VBU scored (2.66), 
which is the lowest mean score of the respondents. 
The item 'Availability of computer terminals' scored the highest for user 
groups of Central Reference Library of DU, i.e., (3.87), whereas VBU scored (2.05), 
which is the lowest mean score of the respondents. 
The item 'Library opening hours' scored the highest for user groups of MA 
library of AMU, i.e., (4.15), whereas VBU scored (2.27) which is the lowest mean 
score of the respondents. 
The item 'Time spent at circulation desk' scored the highest for user groups 
of Central Reference Library of DU, i.e., (4.00), whereas NEHU scored (2.62) which 
is the lowest mean score of the respondents. 
It can easily be concluded that Central Reference Library of DU is more 
conscious and aware of service quality of Access, whereas NEHU is least concerned 
about the service quality of Access dimension. 
Major findings of Communications Dimension 
The overall mean score of perceptions of service quality of 
Communications, which were collected from users of seven central university 
libraries of India to measure the ability to keep clients informed in a language they 
understand and the ability to listen to them has been presented in table 6.11.5. The 
overall mean score of Communications dimension indicates that the Central 
Reference Library of DU got the highest, i.e., (3.64), followed by BHU (3.44), 
followed by AMU which the scored (3.37) and JMI got forth position with the score 
of (3.36). JNU and VBU scored (3.23) and (2.62) achieved the fifth and sixth 
position respectively whereas NEHU scored the lowest, i.e., (2.44) about the service 
quality dimension of Communications. 
Further items wise analysis shows that 'Awareness of library facilities and 
services' scored the highest for user groups of BHU library, i.e., (4.10), whereas 
NEHU scored (2.50), which is the lowest mean score of the respondents. 
The item 'Provision of user education' scored the highest for user groups of 
Central Library of JNU, i.e., (3.52), whereas NEHU scored (2.21) which is the lowest 
mean score of the respondents. 
13 
The item 'Availability, clarity, easy in uses of OP AC User manual' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (3.82) whereas 
NEHU scored (2.24) which is the lowest mean score of the respondents. 
The item 'Availability, clarity, easy in uses of CD- ROM user manual' 
scored the highest for user groups of Central Reference Libraries of DU, i.e., (3.81), 
whereas VBU score (2.32), which is the lowest mean score of the respondents. 
The item 'Assuring the users that her/his Problem will be handled' scored 
highest for user groups Central Reference Libraries of DU, i.e., (3.95), whereas 
NEHU score (2.59), which is the lowest mean score of the respondents 
It can be inferred from the table 6.11.5 that Central Reference Libraries of DU 
is more conscious and aware of service quality of Communications, whereas NEHU is 
least concerned about the service quality dimension of Communication. 
Major findings of Tangibles Dimension 
Table 6.11.6 indicates that the overall mean score of perceptions of service 
quality of Tangible, which were collected from users of seven respective central 
university libraries of India to measure the maintenance and physical facility. 
It indicates that the overall mean score of Tangibles dimension. The Central 
Reference Library of DU has got the highest score, i.e., (3.94) followed by JNU 
(3.82), whereas AMU got third position with the score of (3.61) and JMI got forth 
position with (3.36) score. JNU and VBU scored (3.23) and (2.62) got the fifth and 
sixth position respectively whereas NEHU scored the lowest, i.e., (2.44) about the 
service quality dimension of Tangibles. 
Further item wise analysis indicates that 'Library furniture' scored the 
highest for user groups of central library of JNU, i.e., (4.32), whereas NEHU score 
(2.54), which is the lowest mean score of the respondents. 
The item 'Temperature setting in library' scored the highest for user groups 
of Cenfral Reference libraries of DU, i.e., (3.95), whereas NEHU scored (2.21), which 
is the lowest mean score of the respondents. 
The item 'Proper illumination in the library' scored the highest for user 
groups of JMI, i.e., (3.95), whereas NEHU score (2.39), which is the lowest mean 
score of the respondents. 
The item 'Maintenance of Silence in study hall' scored the highest for user 
groups of Central Reference Libraries of DU, i.e., (4.00), whereas NEHU score (2.10) 
which is the lowest mean score of the respondents 
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CONCLUSION 
On the basis of findings and testing of hypothesis, there is a significant 
difference in the perceptions level of users of the seven central university libraries for 
the quality dimension of Reliability, Responsiveness, Assurance, Access, 
communication and Tangibles. The mean score of each dimension shows that the 
perception of users about the service quality dimensions in Central Reference Library 
of DU highest. It shows that research scholars and faculty member are very much 
satisfied with the services quality dimensions of TQM. On the other hand, the mean 
score indicates the perception of central library of NEHU users not satisfied with 
service quality dimensions. 
From the table of mean standard charts It is concluded that the central reference 
library of DU is best in maintaining service quality of TQM standards and AMU, 
BHU, JMI and JNU Libraries also good in maintaining service quality of TQM 
standard, but the two other central university libraries, i.e., NEHU and VBU are not 
having TQM standards as far as the 'Reliability' dimension is concerned. NEHU and 
VBU libraries should try to improve the standard and services. 
On the basis of aforesaid mentioned studies, conclusions were drawn and 
recommendations were made for providing quality based services in all libraries 
under study. Most of the central imiversity libraries has good collection of all kinds of 
documents in book and non-book forms. They have almost the same automated 
operational infi-astructure facilities in their libraries. TQM demands time and 
persistence. To succeed in an organisation there must be support at the very top and 
commitment at all levels. It is necessary that all groups of people in an organisation 
are included in the process. TQM implementation requires patience and tolerance as it 
is a time consuming process. Therefore, implementation of TQM is not a guarantee of 
the highest quality but it is a step in the right direction. TQM implements a 
philosophy of strong leadership participation, policy and strategy of LIS staff 
management, process and the education of all employees. TQM is proven to be 
profitable when implemented in a successful way, but there are also problems with the 
implementation. In the other word, there is a need for an increased focus on the area 
of organizational change related to TQM. Resistance to change ".nd people's attitudes 
are the primary hindrances to implementing TQM in university libraries. The other 
barriers are the problems of finding the money and time for training while 
maintaining current services in the university library. Successful TQM 
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implementation requires a thorough understanding of critical success factors, barriers 
in achieving these factors, and managerial tools and techniques to overcome these 
barriers. Research in developed countries listed top management commitment to 
TQM, training for TQM throughout the organization, customer focus and continuous 
improvement, and a focus on employee involvement and empowerment as the key 
determinants of successful TQM implementation in university library. 
ORGANIZA TION OF THESIS 
This study consists of seven chapters such as introduction. Total quality 
management. University libraries under study, and Review of related literature. 
Research methodology, Data analysis and interpretation, Findings, Tenability of 
hypotheses. Conclusion and suggestions and Bibliography. 
Chapter 1 provides an introduction to the research including background, 
problem statement, research objectives, research questions, expected benefits, scope 
and limitation of research. It also summarises of the research methodology of present 
study. 
Chapter 2 introduces brief theoretical framework about concept of quality, 
quality control, statistical quality control and TQM. It highlights the objectives, 
principles, dimension, and tools of TQM. It discusses the contribution of TQM gurus, 
Deming, Juran, Crosby, Feigenbaum, and Ishikawa. It further examines the 
application and implementation of TQM in university libraries. 
Chapter 3 deals with the concepts of central university and brief outline the 
university library system in India. It also examines the profile of seven central 
university libraries such as history and background, collections, staff, users and 
present status etc 
Chapter 4 presents the literature review of the research concerning service 
quality concept and TQM. 
Chapter 5 presents the research strategies and detailed processes and the 
methods of conducting the questionnaire survey, structured interviews, and case study 
were described. 
Chapter 6 presented the detailed results of the data analyses and 
interpretation. It also includes hypotheses testing and discussion of results. 
Chapter 7 describes the findings, tenability of hypotheses, conclusion. It also 
indicates some suggestions regarding the sevice quality in academic library. 
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CHAPTER 1 
INTRODUCTION 
1.1. Introduction 
Education is one of the most important primary service industry in the pubHc 
sector communities. Quality of education is considered as enduring wealth and 
security for both society and their people. During last two decades, the preservation 
of high quality education has become a major concern for higher education 
institutions. Consequently, the demand for explicit quality evaluation and assurance 
processes has increased rapidly. At the same time, the enormous funds, which 
government assigns to this sector, makes it very important for those who manage 
education to ensure that education imparted in schools, universities and institutions of 
learning be based on quality and standards. 
Organizations everywhere are growing increasingly conscious of the 
competitive potential of quality. Quality has become an issue because standards are 
now contractually defined, whereas previously they were vague and unmonitored. 
Competition focuses not only on price but quality. In the present economic and 
political climate, even higher standards are demanded in the face of diminishing 
resources. 
The use of standards in quality management can be traced back to periods 
long before the terms were coined. One of the earliest examples has been found in the 
building of the pyramids of ancient Egypt, where the developments of the cubit 
provide a means of ensuring that materials met the precise requirements of the 
builders. Quality assurance management principles have been also found in the 
operation of the medieval crafts guilds. The guilds regulated the standards of 
workmanship of its members, enabling customers to have confidence in good 
purchased, source such goods, which bear a standards quality and attractive price. 
During the industrial revolution and the periods following it, the management 
of quality shifted its emphasis to inspection and control. The need for standardisation 
and the importance of being able to rely on the quality of input of product and of 
finished goods was crucial to military production during the Second World War. In 
Britain and the USA standards of supplies, production, and product were set by the 
military. This practice continued in the years following the war. The importance of 
quality of products for the emerging space technology programme was realised by 
NASA. By the 1970s, the British standards Institution published its first charter of 
standards relating to quality management, 'BS 4891: A Guide to Quality Assurance'. 
By the 1980s the International Standards Organisation was seeking to produce a 
common standard for quality assurance working with individual countries and the 
European Committee for Standardisation. Now, the standards are adopted all over the 
world. Quality Management is not a static field; but it is dynamic process, continuing 
to evolve in response to ongoing changes. In this context quality may be defined as 
the customer's expectations and requirements. Quality addresses defects errors and 
complaints and goes beyond the traditional values. Since quality is based on customer 
expectation and satisfaction. Therefore organisation has to keep vigilant eyes in every 
department in accordance with the satisfaction level of the customer. This nation of 
providing quality and standard in every department paved the way for the total quality 
management. 
Total Quality Management (TQM) is a philosophy and a process whose output 
yields clientele satisfaction and continuous improvement. This philosophy differs 
from traditional philosophies and processes in that everyone in the organisation can 
and must practice it. It espouses Win-Win attitude, differentiates cost versus price and 
provides added value to the system. 
Quality is determined by the customer and the market place and includes all 
products and service attributes. Boarding the concept of quality is the aim of TQM. So 
that quality moves from a product appraisal function to a corporate imperative for 
excellence and the refusal to be satisfied with the status quo. TQM becomes 
integrated into all aspects of the organisations identity. Its scope covers all functions 
including system design, production and services. 
TQM in the context of libraries is to provide the right information to the right 
user at the right place and time and also at the right cost. The goal includes ease, 
convenience, excitement, interest and fun that the library provides to the users. The 
goal of libraries keeps on changing and these changes affect the manpower, product, 
user and environment in the library. In order to cope up with these changes libraries 
need to change their strategy, structure, leadership and human resource management. 
All these management constitute the goals, techniques and elements of TQM. 
TQM is a holistic disciplined and continuous system approach, which starts at 
the top of the library staff and goes to down the line. It is a planned organisational 
change based on mission, goal and objectives and requires total involvement of staff 
and calls for everyone to be skilled and knowledgeable. It promotes teamwork, focus 
on users and considers quality as a strategic priority. It emphasises the importance of 
performance measurement through the measuring scale of user satisfaction. 
TQM involves defining the output to the requirement, assigning the process 
(action, methods and operations) specifying input requirement (men, machines, 
materials, information, skills etc.) maintaining, monitoring / controlling the adherents 
to user requirement, identifying changes in users requirements, communicating 
changes in process and inputs. 
1.2. Background of the Study 
Libraries exist to collect the record of human experience and to provide 
intellectual and physical access to that record. For academic libraries in particular, 
there is a responsibility to preserve scholarly communications as well as the primary 
resources upon which scholarship often depends. During the past two decades, myriad 
challenges and opportunities for libraries have been presented as a result of the rapid 
development and deployment of information technologies. This enviroimient has 
spurred librarians to reconsider and redefine collections, services, organizational 
structure and the attributes of library facilities. Library decision makers must therefore 
determine how to meet new and evolving expectations for library services and 
materials. 
While library practice is changing, it remains based on a commitment to 
services. Collections of books and other information resources without accompanying 
access tools, instruction or other library services are mere warehouses, not libraries. 
Librarians in all types of libraries work to ensure that their organizations provide high 
quality service in support of goals of libraries parent institutions. It would be rare 
indeed to discover an academic library, for example, that did not consider service 
quality an important aspect of carrying out its mission to support teaching, learning, 
and research in the college or university in which it operates. This is a age of techno-
scientific revolution, the sheer quantity of knowledge and information is expanding 
exponentially and increasingly varied student population are burgeoning, the quality 
of training for teachers and the quality of teaching in higher education institutions 
demand top priority. According to Feigenbaum (1994)* 'quality of education' is the 
key factor in 'invisible' competition between countries, since the quality of products 
and services is determined by the way the managers, teachers, workers, engineers, and 
economists think and make decisions about quality. Seymour (1992)^ admits that 
education and in particular, higher education itself, is also being driven towards 
commercial competition imposed by economic forces. 
The concept of Total Quality Management (TQM) is an emerging new 
management technique used in most of the disciplines and the Library and 
Information Center is not an exception to it. Its application in service sectors started in 
the late 1980's is an American response aiming at customer satisfaction by way of 
meeting the requirements and expectations of customers (Sherikar, et.al, 2006) . This 
is a new effort, emphasizing for conformance to the customer expectations. The 
application of Total Quality Management in Library and Information Center seems to 
be a very recent origin but it is not so in the Indian context, wherein Dr. S.R 
Ranganathan, father of Library and Information Science stated in his Fourth Law 
'Save the Time of the User' has direct implication to what is advocated in TQM 
approach as enunciated by Raina (1995)'*. 
In India, very few studies have been conducted on TQM in the University 
Library System. TQM in academic libraries focusing on valued service to users as 
competition from alternate information sources reveals the inadequacies of traditional 
service. Georgia Institute of Technology, Library and Information Center devised a 
version of TQM to focus attention on customer needs and provide content based value 
added information services. As the primary agents in customer interaction, front line 
staffs are driving innovation and the marketing of services^. Statistical quality control 
to assess information transactions adequately are not yet worked out and anecdotal 
evidence of success or failure is still the primary measure of service success. Rout 
(1998) also states that TQM principles are yet to be applied in the libraries of India 
and this new approach to library management can be adopted to achieve success in the 
library operations and programmes. Further, discussed the implementation of TQM in 
university libraries and suggests a TQM model to bring a total quality approach for a 
customer-focused library and concludes with a remark that TQM is likely to bring 
about greater participation of employees in information management activities in 
university libraries. According to Meera (1998)^ TQM is a people focused 
management system that aims at continual increase in customer satisfaction at 
continually lower cost. It is not a tool in itself, but tools and techniques of Statistical 
Process Control as an essential part of TQM exercises. She describes Process flow 
diagrams, Pareto diagrams and Cause-effect diagrams and their applications in 
management of libraries and information centres and other techniques of TQM, which 
can also be used in the library environment but need statistical computations. 
TQM is variously described as a general philosophy of management, a 
management system, or an organization's strategic commitment to continuous 
improvement and meeting the needs of existing and potential customers. Since 
Edward Deming, there have been other quality management experts, such as Joseph 
Juran and Philip Crosby, who also contributed to the development of TQM theories, 
models and tools. Although, having some different focuses, the key components of 
their theories generally include employee involvement and training, problem solving 
teams, statistical methods, long-term goals and thinking and recognition that the 
system, not the people, produces the inefficiencies. 
TQM was adopted gradually by US and UK libraries in the early 1990s. In the 
USA, beginning with Oregon State University, there were at least 25 other 
universities, including Harvard, Carnegie-Mellon and the Universities of Chicago, 
Michigan, etc., involved in TQM programs in 1990, (Butcher, 1993).* The range of 
TQM implementation in higher education extends from the most prestigious 
universities to community colleges and the library's involvement is generally part of 
the institute-wide initiative. The first international conference on TQM and academic 
libraries was held on 20-22 April 1994 in Washington, DC with the title "Total 
Quality Management in Academic Libraries: Initial Implementation Efforts". This 
conference facilitated the universal implementation of TQM in libraries. In the UK, 
Chase (1988) declares: "quality is no longer an option, it is a positive requirement 
for the 1990s". A survey conducted by Mistry and Usherwood in 2000 indicated that 
62.5 per cent of academic LIS had quality management, (Mistry and Usherwood, 
2000)'". In Australia, the University of Wollongong Library introduced a formal 
TQM program in 1994 and won the 2000 Australian Business Excellence Award the 
first library ever in the world to win a recognized quality or business excellence award 
of University of Wollongong Library (UOW, n.d.)". 
ISO 9000 is an international standard series for quality management and it can 
be applied to any organisation whatever its product, whether it is actually a service, a 
business enterprise, a public administration or a government department. The eight 
principles of quality management as defined in ISO 9000 reflect the essential features 
of TQM. This means that if an organization does want to enhance customer 
satisfaction by meeting customer requirements and by continually improving its 
performance to apply the regulatory requirements of ISO 9000 may be a basis for 
approaching TQM. So, a library is a suitable place to comply with ISO 9000 and this 
international standard can be a strong catalyst to TQM. There are colorful examples of 
ISO 9000 authentication activities in libraries around the world. In particular, 
European countries have moved far in pursuit of TQM. Although authentication 
activities in American libraries are not as dynamic as those in European ones, libraries 
such as OCLC, Harvard University, Columbia University etc. have passed the 
authentication of ISO 9000. In recent years, libraries in Asian coimtries have also 
been active. For example, four academic libraries in Thailand and all the libraries of 
Malaysia University have passed the authentication of ISO 9000. In China, research 
on TQM or ISO 9000 in the library context started in the late 1990s and few libraries 
implement TQM and make quality management conform strictly to the requirements 
of ISO 9000. So far, China's Macao University, the libraries of Dalian University of 
Marine Affairs, Qingdao University of Marine Affairs, Shanghai University of Marine 
Affairs together with their institutes, as well as Shanghai Library have passed the 
authentication of ISO 9000 (Zhan and Zhang, 2006)'^ 
In India, The University Grant Commission (UGC), The National Assessment 
Accreditation Council (NAAC), All India Council of Technical Education (AICTE), 
and National Board of Accreditation (NBC), have succeeded in promoting and 
encouraging quality in all elements of higher education institutions in the country. 
Higher education in India is one of the largest and oldest systems and now NAAC has 
assessed the quality of universities and higher institutions and AICTE has assessed the 
quality of institutions in India. 
There are number of universities, deemed universities, colleges in India that 
are granted status of accreditation by the NAAC. The gap between accreditation and 
non-accredited institutions will affect the quality of education. As per the National 
Knowledge Commission (KNC) report submitted, one of the major recommendations 
is the element of infrastructure that supports the teaching-learning process, such as 
libraries, laboratories and connectivity, which needs to be monitored and upgraded on 
a regular basis (Babakuti 2005)'^-
The assessment bodies use many criteria for evaluating the quality of the 
educational institutions. The NAAC is adopting its new methodology of assessment 
for accreditation from April 2007. The major criteria used by them are: Circular 
Aspects; Teaching, Learning and Evaluation; Infrastructure and Learning Resources; 
Organization and Governance; Research, Consultancy and healthy Practices; Student 
Progression. Among these criteria library plays an important role in teaching, 
Learning, Infrastructure and Resource, Research activities etc. Recently the NAAC 
has issued a set of 'Guide Lines on quality indicators in LIS' to improve the quality of 
the learning resource center in affiliated and constituent colleges and universities in 
India. All these show that the quality of library and information services offered in 
higher education institution is a serious matter and the authorities and the library and 
information professional in higher education institution must considered its 
seriousness. In order to improve the quality, the institutions should provide good 
library facilities, collection of documents and services. They should provide necessary 
facilities to promote effective current and accurate access to use latest information 
sources available. 
Accessing the needs and requirements as well as the satisfaction of the user 
with regard to the library and information services is highly necessary. The NAAC 
has viewed that the main objective of the higher educational institutions should 
always be total user satisfaction. It is opined that the functioning of the library should 
be user focused and the librarian should be the interpreter of thought and content and 
user satisfaction should guide the libraries. It shows that there should be a user-based 
assessment of the quality LIS being offered in higher education institutions in India. 
There are certain reliable tools such as SERVQUAL, LibQUAL, WebQUAL etc, for 
understanding the expectation and perception of user with regard to higher 
educational institutions and the library services and thereby assess its quality. The 
Association of Research Libraries (ARL) is using LibQUAL to measure the service 
quality of its member libraries. The LIS professional understand what the user 
actually expects from the library. It will also help the LIS professionals to improve or 
switch over the library. It will also help to improve the quality of services. 
Therefore, this study is an attempt in this direction to exploit the application of 
Total Quality Management (TQM) in the central university Libraries in India. This 
study is undertaken with a hope that Total Quality Management (TQM) is a way of 
management which helps to improve the effectiveness, efficiency, flexibility and 
competitiveness among the universities as a whole by way of involving everyone in 
the organization towards improving the ways in which things are done. 
1.3. Selection of the Problem 
During last two decades, the preservation of high quality and standards in 
education has become a major concern for higher education institutions and 
governments; consequently, the demand for explicit quality evaluation and assurance 
processes has been increasing rapidly. It is true that by using a variety of Information 
Technology tools and techniques, university library is now able to generate various 
kinds of information products and services in addition to performing routine tasks. 
However, it is unfortunate that these remain largely underutilized and in some cases 
even wholly unutilized. The basic reason of selecting this problem is to raise the 
quality level, of library and information science awareness or consciousness among 
the users. Library information products and services are 'generator-driven' rather than 
"user- driven' and there remains a 'linkage gap' between the generators and the users 
of such products and services. On the other hand, university library have, over the 
years, spent enormous amount of money, expertise and other valuable resources to 
reach their present stage of service delivery. Mobilizing resources, particularly 
finances may not be a easy now as it was in the past. But there won't be any looking 
back when it comes to the demands and expectations of their users. The only way out 
seems to be that LICs develop only in accordance with more exact and specific needs 
of their users. Towards this end and keeping the concept of a resource-constrained 
regime in mind, the services offered will have to be internally efficient and externally 
effective. It is in this context that the concept of 'Total Quality (TQ)' becomes 
relevant for the effective 'Management (M)' of university libraries. Total quality 
management (TQM) is an approach aimed at satisfying customer requirements on a 
continual basis (Quality-first time, every time, all the time) by involving everyone 
(Total) in the system and at a lower cost (Management), (Raina, 1999)''*' 
The problem selected for the present study entitled "A Study of Total 
Quality Management in Central University Libraries of India". The problem 
deals with the application of TQM process, principles in central university library 
systems and to measure the users perception about the quality of services. 
1.4. Deflnition of Terms 
A adequate definition of terms is necessary, since lack of proper explanation 
can contribute to the problem. The term. Study, TQM, (Total Quality 
Management), Central University, Library and India will be oftenly used by the 
researcher. 
8 
Study: The Concise Oxford Dictionary of Current English'^ defines 'Study' 
as "the act of considering or examining something in detail". It is also applying the 
mind to learning and understanding a subject in order to discover new information. 
TQM: TQM is an acronym, which means Total Quality Management. Total 
Quality involves a c.ontinuous improvement effort by everyone from top to bottom of 
the organization to meet or exceed the users satisfaction. It includes system methods 
and tools. Total quality is the unyielding and continually improvement effort by 
everyone in an organisation to understand, meet and exceed the expectation of 
customers. Quality is a relative term, which has been defined in dictionaries as 
'degree of excellence.' Though, literally the term may have both positive and negative 
connotations, it is now mainly used in positive sense. In that sense, it is synonymous 
to 'high standard'. Quality is then an idea, which is to be achieved in every sphere of 
life. It is single most important force, which leads to the organisational success. It is 
the most important managerial demand facing many organizations today. According 
to Juran'^ one of the gurus of quality management says, "Quality is a fitness for use". 
Another term is Management, according to the Concise Oxford Dictionary of Current 
English "the act or skill of dealing with people in a successful way". 
Total Quality Management: Quality management experts, Joseph Juran and 
Philip Crosby contributed to the development of TQM theories, models and tools. 
TQM is now practiced in business as well as in government, the military, education, 
and in non-profit organizations including libraries, (Jurow and Barnard, 1993)'*. The 
TQM philosophy revolves around quality. This integrated approach, involving all 
departments in a company is providing a quality product of service, came to be 
known as Total Quality Management."' TQM is a strategic approach to producing the 
best products and services, possible through continuous improvement. The TQM 
philosophy is built around three basic ideas, which are: to become customer-driven, to 
concentrate on the process rather than the end-result, and to use the workers thinking 
ability.^" According to Okland (1993)^', TQM as "An application to improving the 
effectiveness and flexibility of business as a whole. It is essentially a way of 
organising and involving the whole organisation, every department, every activity, 
and every single person at every level. For an organisation to be truly effective, each 
part of it must work properly together, recognising that every person and every 
activity affects, and is in turn affected by others." 
TQM is a set of tools, techniques and procedures and in a more interpretative 
way, it is a vehicle to enact change processes within the organisation. TQM, in fact, 
necessitates a major change in attitude, in the measurement and reward system and in 
top managerial behaviour. 
Central University: University is an institution of higher education and 
research, which grants academic degrees in a variety of subjects. A university 
provides both undergraduate education and postgraduate education. The word 
university is derived from the Latin universitas magistrorum et scholarium meaning 
'community of teachers and scholars'. Central Universities are set up by an act of 
parliament. The president of India is the visitor of all central universities. The 
University Grants Commission (UGC) is the agency that provides funding for 
maintenance and development of these universities. The Government of India is 
responsible for arranging, allocating and distributing financial resources required by 
the University Grants Commission (UGC) for the establishment of Central 
Universities in India. 
Library: A.L.A. Glossary of Library and Information Science has defined 
library as "a collection of materials organized to provide physical, bibliographical 
and intellectual access to a target group with a staff that is trained to provide services 
and programmes related to the information needs of the target group." According to 
S.R. Ranganathan , term the library is a "public institute or establishment charged 
with the care of a collection of books, the duty of making them accessible to those 
who required the use of them and the task of converting every person in its 
neighborhood into a habitual library goers and readers of a books" thus a library is 
regarded as a public institution which is also expected to convert the potential readers 
into actual readers. 
India: India, officially the Republic of India, is a country in South Asia. It is 
the seventh-largest country by geographical area, the second-most populous country, 
and the most populous democracy in the world. The name 'India' is derived from 
Indus, which is derived from the Old Persian word Hindu from Sanskrit Sindhu, the 
historic local appellation for the Indus River.The ancient Greeks referred to the 
Indians as Indoi the people of the Indus The Constitution of India and common usage 
in various Indian languages also recognise Bharat as an official name of equal status. 
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1.5. Objectives of the Study 
The main objectives of the study is to examine the application of Total Quality 
Management in central university libraries of India and to measures the perception of 
users as they relate to quality of information products and services, and to determine 
how far the library has succeeded in delivering such services to its users. The present 
study attempts to achieve the following objectives. 
1.5.1 To find out the existing level of quality management, services and 
facilities in different Central University Libraries of India 
1.5.2 To compare the quality of services and facilities of different Central 
University Libraries of India. 
1.5.3 To know the current status of Total Quality Management approaches in 
Central University Libraries of India. 
1.5.4 To know the quality awareness level among the library information 
science professionals in the Central University Libraries of India. 
1.5.5 To assess the impact of various factors on quality management level of 
University Libraries. 
1.5.6 To identify the problems in planning and implementation of TQM in 
Central University Libraries of India. 
1.5.7 To measure the user perception of service quality in seven respective 
central university libraries. 
1.5.8 To find out the status of ISO certification or any certification process in 
Central University Libraries of India. 
1.5.9 To know the standard guidelines and quality indicators followed by 
Central University Libraries. 
1.5.10 To find out the need for top library and information managers to 
understand total quality management. 
1.5.11 To examine how the adaptation of TQM approach can help overcome 
some of the difficulties of changing environment. 
1.5.12 To examine the application of TQM in libraries with particular reference 
to users satisfaction and perceptions of library quality services. 
1.6 Hypotheses: 
1.6.1 There is no significant difference in the perception of services quality 
dimensions among research scholars and faculty member's with central 
university libraries of India. 
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1.6.2 There is no significant difference in the perception of service quality 
dimensions of the seven central universities libraries of India. 
1.6.3 All the seven central university libraries are maintaining the level of 
quality management standards and services 
1.6.4 Most of the central university libraries have implemented Total Quality 
Management principles and practices. 
1.6.5 Most of the central university libraries are not certified with ISO. 
1.7. Scope and Limitations of the Study 
The scope is to determine and analyse the various dimensions and processes of 
TQM in Central University Libraries of India and to measure the perception of library 
quality services. The scope of the research entitled "A Study of Total Quality 
Management in Central University Libraries of India' is limited to only central 
university libraries. The study includes only seven central university libraries of India 
namely: Maulana Azad Library, Aligarh Muslim University, Aligarh ; Sayaji Rao 
Gaekwad Central Library, Banaras Hindu University, Banaras; Central Reference 
Library, University Of Delhi, New Delhi; Dr Zakir Husain Central Library, Jamia 
Millia Islamia,New Delhi ; Central Libraray, Jawaharlal Nehru University,New Delhi 
; Central library, North-Eastem Hill University, Shillong; and Central Library, 
Visva Bharti University, Bolpur Shanti Niketan. 
The decision regarding the selection of seven central university libraries out of 
20 for this study is based on the logic of stratified sampling. The selected seven 
universities cover 35% of populations and have been chosen carefully from different 
state/location irrespective of the geo-political scenarios. Another reason is that, all 
these universities have well-established library and recognized by the University 
Grant Commission (UGC) and also established by the government of India Act. They 
were established 2003. 
It is necessary to draw some limitations specific to this research. The limitations 
are mostly based on these factors: time, geographical location and selection of library 
and area of study. This limitation are necessary to develop worthwhile norms towards 
the accomplishment of the present study. The investigator was able to identify some 
of the major limitations such as, 
1.7.1 The limitation of time is associated with the period of research. In the 
other words, the time of gathering information from questionnaires takes 
more time. 
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1.7.2 The present study consists of users including, research scholars and faculty 
members of seven central university libraries of India. The questionnaires 
vvere distributed to university librarian, research scholars and faculty 
members. 
1.7.3 It is also necessary to narrow down the geographical areas of study 
because selecting a much wider area tends to defuse the results and 
findings in a research works; therefore, such a study will not be feasible if 
a much wider geographical area is taken into consideration. In view of 
these factors, the present study confines its scope and limitation to the 
seven-selected central university libraries in Indian. The geographical area 
is restricted in Delhi, UP, Bengal and North East region. 
1.7.4 The responses have been taken only from research scholars and faculty 
members those who have been using library services and are regular users 
of libraries. 
1.8. Needs and Importance of the Study 
Indian university libraries are not been fully prepared to meet out the 
challenging need of higher education in the context of earlier revolutions, i.e., 
industrial revolution, white revolution, yet another new and bigger information has 
tremendously shaken the whole world; and globalization, privatization, liberalization 
have become the 'mantras' of the international order and the global information 
society. Information has become a key fugitive resource for socio-economic, cultural 
& political development and quality of life. Organization has increased their demand 
for information for reengineering and iimovation so as to enhance their effectiveness 
and competitive position. The world "Quality" has become the buzzword and symbol 
of survival and growth in manufacturing and commercial sector and has also started 
making in-roads on information service sector. Many information providers have 
started working as indirect competitors to the university libraries. 
Self-sufficiency has compelled universities to find other means for survival 
and growth in cost conscious and competition oriented setups. In addition to 
worldwide escalating costs of information products, shrinking budgets and increasing 
fees have enhanced the operational transparency and accountability of university 
libraries. Information technology has extended the scope of doing business for 
librarians on the one hand and enhanced the expectation of users for high quality 
information services on the other. In spite of this, the gap between information 
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generation and utilization has increased tremendously. Moreover, increasing 
consciousness and awareness of internal and external customers about rights and 
privileges. All these problems posed serious challenges for proper information 
management which calls for immediate concern of university libraries to have a 
careful investigation of the whole gamut of university library service, e.g. 
management competence, staff skills, management philosophy, expectation and 
perception of internal customers. It is in this context that application of total quality 
management (TQM) to university libraries is important. Information is now 
considered as an important resource for socio-economic development of a society. So 
value added information service can only provide the conformance to the requirement 
of the users and their satisfaction. Libraries adopt management techniques to give 
their best in the form of service and products to its users. But it is very difficulty to 
give best products and services, if there is no precise definition of what the best is in 
terms of library goals. There is no universally acceptable tool and techniques to 
measure, control and improve the quality of products and services in libraries. Total 
Quality Management (TQM) is one of such technique used for the improvement and 
maintenance of quality or performance of the libraries. Therefore, it is necessary for 
library and information professionals to understand core concepts, methods and 
techniques used in TQM. 
1.9. Research Design 
The design of a research pertains to the strategy used to collect empirical data 
to analyse the findings and draw conclusions. Research design is a way of arranging 
the environment in which a survey takes place. The environment, which consists of 
the individuals or group of people, places, activities or objects that are to be surveyed. 
The design must fit the research question and the type of evidence that it is necessary 
to obtain. For conducting any research, planning of study is the most vital upon which 
the whole process of study depends. Such a planning acts as a guideline while 
investigating the problem. Though it is subject to occasional changes or modifications 
with the progress in research. Research Design is a blue print or a detailed plan for a 
research study. 
1.10. Methodology 
Methodology has its own implication and importance in scientific 
investigation because objectively any research investigation cannot be obtained unless 
it is carried out in a very systematic and planned manner. Scientific investigation 
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involves careful and proper design, use standardized tools and tests identifying 
adequate sample by using sampling technique. There are several methods of 
collection of data for measuring the performance and quality of libraries. These 
methods can broadly be grouped into two, namely quantitative and qualitative 
methods and investigator used both. The quantitative methods include verification of 
library records, questionnaire, interview £ind qualitative methods comprising of focus 
group and observation. The quantitative and qualitative data collected through 
questionnaire and informal interviews were organized and tabulated by using 
statistical methods, tables and percentage, mean and average mean. After gathering 
the questionnaires, the data was feeded in Excel file. Before transferring to SPSS 
(version 16.0), the procedures of data treatment were set to validate the data for 
further analysis. After data treatment, the data was transferred to SPSS (Version 16.0) 
for statistical analysis in order to accomplish the purposes of the study. For the 
analysis the users perception score for each item in all the dimensions were calculated 
in the form of means, average mean and standard derivation. Further to substantiate 
the data, statistical tests were conducted, i.e., ANOVA, t-test and mean control chart. 
The Analyses of Variations (ANOVA) test were used to identify the differences of 
service quality dimensions in central university libraries of India and t-test was used 
to measure the significant differences between research scholars and faculty members 
for the perception of service quality. Control chart of mean were prepared to measure 
the quality levels. 
Organization of Thesis 
This thesis consists of seven chapters such as introduction. Total quality 
management, University libraries under study, and Review of related literature, 
Research methodology, Data analysis and interpretation, Findings, Tenability of 
hypotheses, Conclusion and suggestions and Bibliography. 
Chapter 1 provides an introduction to the research including background, 
problem statement, research objectives, research questions, expected benefits, scope 
and limitation of research. It also summarises of the research methodology of present 
study. 
Chapter 2 introduces brief theoretical framework about concept of quality, 
quality control, statistical quality control and TQM. It highlights the objectives, 
principles, dimension, and tools of TQM. It discusses the contribution of TQM gurus, 
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Deming, Juran, Crosby, Feigenbaum, and Ishikawa. It further examines the 
appUcation and implementation of TQM in university libraries. 
Chapter 3 deals with the concepts of central university and brief outline the 
university library system in India. It also examines the profile of seven central 
university libraries such as history and background, collections, staff, users and 
present status etc 
Chapter 4 presents the literature review of the research concerning service 
quality concept and TQM. 
Chapter 5 presents the research strategies and detailed processes and the 
methods of conducting the questionnaire survey, structured interviews, and case study 
were described. 
Chapter 6 presented the detailed results of the data analyses and 
interpretation. It also includes hypotheses testing and discussion of results. 
Chapter 7 describes the findings, tenability of hypotheses, conclusion. This 
chapter also indicates some suggestions for further research. 
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CHAPTER 2 
TOTAL QUALITY MANAGEMENT 
This chapter introduces brief theoretical framework about concept of quaUty, 
quality control, statistical quality control and TQM. It highlights the objectives, 
principles, dimension, and tools of TQM. It discusses the contribution of TQM gurus, 
Deming, Juran, Crosby, Feigenbaum, and Ishikawa. It further examines the 
application and implementation of TQM in university libraries. 
2.1. Introduction 
For many years libraries were treated as the storehouse of books £ind the 
librarian merely a custodian of stored books, but these days the entire situation has 
totally changed due to various developments including information technology 
application in libraries. Accordingly, a library is now treated as the center for creation 
and recreation of information activities and product for academic pursuits. Presently, 
libraries are. not only involved in the collection, processing, storage, retrieval, 
dissemination and distribution of knowledge, but also using the most modem and 
sophisticated electronic tools and techniques of information handling for exploiting 
various electronic information resources including CD-ROMs and on-line database 
for the satisfaction of users. 
The above said developments have totally changed the traditional roles and 
responsibilities of libraries around the world. Presently, most of the libraries are trying 
to get and provide quality assurance services by using information technologies. In 
India, almost all the colleges and universities have their own libraries. However, most 
of these libraries have no proper mechanism to tell quickly and accurately where a 
particular document is at a given point of time and are not maintaining proper 
statistics for judicious and optimum use of collection. 'Quality' is a symbol of 
survival and growth in manufacturing and commercial sector and has also started 
making in roads in information service sector. Many information providers have 
started working as indirect competitors to the university libraries. Decreasing budgets, 
increasing costs, and increasing fees have enhanced the operational transparency and 
accountability of university libraries. Moreover, increasing awareness and 
consciousness of staff and users about good and bad, rights and privileges have made 
the situation more grim and complex to handle. 
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In such a challenging and complexed internal and external environment 
quantitative growth of university libraries will not only endanger the sustainable 
growth of libraries but even the survival of professional libraries. The days when 
books themselves were very valuable objects, the librarian's perception of quality as 
residing in the book as a physical intellectual or cultural object prevailed quiet 
recently. Another aspect of perceived quality was the comprehensiveness of 
collections, along with that the intellectual functions such as classification, 
cataloguing, documentation etc. were also treated as objects of librarian's thirst for 
quality. Library service is a social service, which aims at self-development and 
improvement of skill and efficiency of the people of all walks of life. It is a vital input 
for research and national development. Obviously, the very purpose of library service 
will be defeated unless a minimum quality or standard is maintained by adopting 
some 'quality control' methods. Though quality aspect is involved in every material 
that is acquired or every action that is undertaken in a library. The ultimate quality of 
the library is judged by the standard of the service that it provides to its users. 
2.2. Quality: Concept and Definitions 
The word quality has been derived from the Latin word ''quails', which means 
'such as the thing really is'. Quality is a relative term, which has been defined in 
dictionaries as "degree of excellence."' Though literally the term may have both 
positive and negative connotations, it is now mainly used in positive sense. In that 
sense, it is synonymous to 'high standard'. Quality is an idea, which is to be achieved 
in every sphere of life. Quality is often used synonymously with excellence. Quality 
has been defined variedly in different contexts. There is wide range of definitions or 
approaches to quality, describing the relative nature of the concept in the context of 
higher education and library and information center. The term quality has been 
defined as 'fitness for use' by Juran (1988)^ and conformance to requirements by 
Crosby (1979)^. He also proposed Zero-defect quality improvement programme. 
American Society for Quality (ASQ) and American National Standardization Institute 
(ANSI)defines Quality as: 'Quality is the totality of features and characteristics of a 
product or service that bears on its ability to satisfy given needs'"*. A classification of 
various definifion of quality has been given by Garvin (1984) ^ 
(i) Transcendental definition.- Quality is neither mind nor matter but a third 
entity independent of the two. 
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(ii) Product-based definition: Differences in quality amounts to differences in 
the quantity of some desired ingredient or attribute, 
(iii) User-based definition: Quality consists of the capacity to satisfy norms 
(iv) Manufacturing-based definition; Quality means conformance to 
requirement, 
(v) Value based definition: Quality is the degree of excellence at an acceptable 
price and the control of variability at an acceptable cost. 
Garvin' has also suggested that customers are heavily influenced by eight 
dimensions in determining quality levels. These dimensions are; 
(i) Performance: It refers to the primary operating characteristics of a product, 
(ii) Feature: The secondary characteristics that supplement the product's basic 
functioning of product. 
(iii) Reliability: The probability of a product's failing within a specified period of 
time. 
(iv) Conformance: The degree to which a product's design and operating 
characteristics match pre-established standards. 
(v) Durability: It is a measure of product life, having both economic and 
technical dimensions. 
(vi) Serviceability: It refers to speed, courtesy and competence of repair. 
(vii) Aesthetics: It refers as to how a product looks, feels or sounds etc. 
(viii) Perceived quality: It refers to assessment of standards relying on indirect 
measures when comparing product brands. 
There is however, growing support for quality to be closely associated with 
the customer demands. It is the capability of a product or service to satisfy 
'knowingly' those preconceived composite wants of the users that are related to 
characteristics of performance or appearance and do not cause major overt or covert 
reactions or actions by other people. According to Nunan and Calvert (1992) "the 
term quality defies any definition which will be universally accepted. When it is 
linked to performance, quality implies evaluation for comparative purposes; 
'measures' of quality involve norms and standards and judgments of quality are 
assisted through use of norm or criterion referenced indicators. Where measurement 
focuses on the student as a product of education, quality is seen as 'value-based' by 
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the process of education. When the emphasis is management of quality, attention 
focuses on strategies for achieving or improving quality." 
ISO 8420* defines quality as The totality of features and characteristics of a 
product, process of service that bears on its ability to satisfy stated or implied needs". 
However, there are certain limitations to this approach. The usefiilness of user-based 
quality definition is dependent on how well the user or customer is informed about 
opportunities and limitations of a product or service offered. User satisfaction level 
may also vary in terms of value for money and value for information content received. 
In the value-based definition, quality is defined in terms of costs and prices. Thus, a 
quality product is one that provides conformance at an acceptable price or cost." 
Quality is continuous process, continuous quality improvement stands as an 
issue regarded as an integral part of activities of an increasing number of companies 
and organizations. According to Bergman and Klesto (2003) ^ TQM is "A constant 
endeavour to fulfill and preferably exceed customer needs and expectations at the 
lowest cost, by continuous improvement of work to which all involved are committed, 
focusing on the processes in the organization". The customer perceives the quality of 
a service depending on the competence of the staff to handle their relations with 
customers. There are some steps that may help for the quality improvement. It show 
the need for improvement; Identify specific projects for improvement; Organize 
leadership for the projects; Organize for diagnosis for the discovery of causes; 
Identify causes; Provide remedies; Prove that the remedies are successful under 
operating conditions; Provide for control to hold the gains. In order to have a good 
plan for quality improvement, it is important to point out the obstacles since the 
beginning; then describe how social values have changed, making it more difficult to 
employ, develop and keep quality skilled employees (Norman and Chichester, 1984)'° 
2.3. Quality Control (QC) 
Quality Control (QC) is a operational techniques and activities aimed both at 
monitoring a process and eliminating causes of unsatisfactory performance of relevant 
stage of quality loop in order to result in economic effectiveness. American society of 
quality control (ASQC), defines QC as the operational techniques and activities which 
sustain a quality of product or services that will satisfy given needs". QC is 
therefore, defined as use of techniques, mainly statistical to achieve, maintain and try 
to improve on quality standards of products and services. The principles of QC are 
based on following stages, 
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(i) No manufacture without measurements; 
(ii) No Measurement Without Records; 
(iii) No records without Analysis; 
(iv) No analysis without feedback and corrective action; 
Although the demarcating line between the terms Quality Control and Quality 
Assessment is very narrow, however, Tannock (1992) '^  states that "quality control 
consists merely of the operational techniques and activities that are used to fulfill 
requirements for quality, usually interpreted to mean conformance to the required 
specifications". 
2.4. Statistical Quality Control (SQC) 
It uses various statistical distributions to measure the chance and degree of 
conformance of raw materials, processes and products to previously agreed 
specifications. SQC process control charts for on stream monitoring and acceptance 
sampling plans at incoming and out going stages for both attributes and variables. 
Process capability studies are an offshoot of SQC. Statistical Quality Control means, 
use of statistical methods to measure and improve the quality of manufacturing 
processes and products. 
2.5. Total Quality Control (TQC) 
TQC is a management framework to ensure continuing excellence. This 
management framework was suggested to include the following statements for 
action; 
(i) TQC is a business philosophy which groups together manufacturing, 
engineering, marketing and sales, amongst others linked together by a two-
way flow of information; 
(ii) TQC is considered as a mind-set to approve only criteria leading to better 
than acceptable quality via the use of continuous improvement; 
(iii) TQC provides reliability and consistency in the delivered product/service 
as a check and balance system. The current standard presents the 
opportunity for achievement of new and higher targets (standards); 
TQC is a unique concept in the management style that involves every member 
of a business organization from the executive to the person on the lowest rung of the 
organizational hierarchy in solving quality, cost and production problems. This 
concept is referred to as Company- Wide Quality Control (CWQC) in Japan. The 
emphasis of CWQC is on total control of quality organization wide and looks at the 
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process of serving customers chain (both internally and externally). TQC has been 
described as statistical control of quality applied to the total operation of an 
orgnisation, including all steps of planning, design, production, service, marketing 
finance and administration so as to produce dependable goods and services at a low 
cost suited to the market. 
2.6. Quality Assurance (QA) 
The American Society for Quality Specifies "QA contains all those planned 
and systematic actions required to provide adequate confidence that a product or 
service will satisfy given requirements for quality '^  QA thereby, means that there is a 
set of documentation or a system, which demonstrates the existing standards of 
quality and reliability. QA reject inspections as the answer to quality problems and 
encourages implementation of procedures at all stage in the process in order to 
comply with set standards using SQC. Carley and Waldron (1984)''' define quality 
assurance as "planned, deliberate actions or activities instigated and carried out with 
the intent and purpose of maintaining and improving the quality of learning for 
participants". The quality assurance has been developed to cope with requirements of 
modem society. In this context Harvey and Green (1939)'^ define "quality assurance 
as "development of mechanism and procedure that are designed and used to maintain 
and enhance institutional effectiveness." The Japanese quality guru Kaizan (1986) '^  
describe it as 'continuous improvement'. 
2.7. Standards Developed for Quality Assurance 
After considering the importance of quality assurance, assessment of quality is 
essential and for that one has to develop certain safeguard and standard. Many 
countries have taken action in this direction. In UK Quality Assurance Agency (QAA) 
has been established to assess the teaching quality and funding. In India, UGC has 
launched NAAC (National Assessment and Accreditations Council) and NBA 
(National Board of Accreditations under the AICTE. In 1987 ISO 9000 series for 
standard of quality assurance have been developed by International Standards 
Organization. Several standards in this series have also been developed for specific 
purpose of quality audit and quality improvement guidelines. ISO series has earned 
international-acceptability and has become popular to compare quality at international 
level. The quality assurance requires developing certain managerial techniques. 
Statistical quality control developed by Walter Shewhart in the 1920s based on 
informal inspection was found useless in the new era of 1990s. The present era 
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requires new concept, theories and managerial techniques for quality assurance. TQM 
is the latest and most popular among all organisations. 
2.8. Totai Quality Management (TQM) 
Deming,( 1986)'^developed the concept of Total Quality Management (TQM) 
after World War II for improving the production quality of goods and services. The 
concept originated from the Japanese, who adopted it in 1950 to resurrect their 
postwar business and industry, used it to dominate world markets by 1980. By then 
most U.S. manufacturers had finally accepted that the nineteenth century assembly 
line factory model was outdated for the modem global economic market. TQM is the 
art of managing the whole to achieve excellence.TQM is defined as both a philosophy 
and a set of guiding principles that represents the foundations of a continuously 
improving organization. It is the application of qualitative methods and human 
resources to.improve all the processes within an organization and exceed customer 
needs now and in the fiature. 
In the other words, TQM is focused on the understanding that organisations 
are systems with processes that have the purpose of serving customers. TQM calls for 
the integration of all organisational activities to achieve the goal of serving customers. 
It seeks to impose standards, achieve efficiencies, define roles of individuals within 
processes and the organization as a whole and reduce errors and defects by applying 
statistical process control and to employ teams to plan and execute processes more 
efficiently. It requires leaders who are willing to create a culture in which people 
define their role in terms of quality outputs to customers. TQM addresses the issues of 
customer satisfaction and guidance on implementing the marketing concept through 
an external focus on customer satisfaction and an internal focus on operational 
excellence. 
2.8.1. Total Quality Management: Definition. 
TQM has been defined in different ways; 
According to Oakland (1989)'^ "A TQM is an approach to improve 
competitiveness, efficiency and fiexibility for a whole organization". 
According to British Standard BS 7850 (1992)'^ TQM is defined as 
"Management philosophy and company practices that aim to harness the human and 
material resources of an organization in the most effective way to achieve the 
objectives of the organization." 
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Roosevelt (1995)^° defines "TQM as a strategic architecture requiring 
evaluation and refinement of continuous improvement practices in all areas of 
business". 
Corrigan (1995)^' defines TQM as "Management philosophy that builds a 
customer-driven, learning organisation dedicated to total customer satisfaction 
through continuous improvement in the effectiveness and efficiency of the 
organisation and its processes". 
Dale (1999)^ ^ describes TQM as "The mutual cooperation of everyone in an 
organization and associated business processes, in order to produce products and 
services, which meet and hopefiilly exceed the needs and expectations of customers." 
According Edgeman and Dahlgaard (1998) ^^  "TQM is a Corporate culture 
that is characterised by increased customer satisfaction through continuous 
improvement, involving all employees in the organization." 
O'Neil (1994) '^' defined TQM as "A system that introduces and uses 
customer-driven concepts, process and tools that continuously seeks to measure its 
success at meeting customer needs and improve upon its process. It involves total 
organization participation and customer focus." 
Zabel and Every (1993)^ ^ defined TQM as "A management style in which the 
goal of improving the performance of organization." 
Barnard and Jurow (1993)^ ^ defined TQM as "A system of continuous 
improvement employing participative management and centered on the needs of 
customers." 
ISO has defined TQM as "A management approach of an organization 
centered on quality, based on the participation of all its members and aiming at long 
term success through customer satisfaction, and benefits to all members of the 
organization and to the society. "^ ^ 
Capezio and Morehouse (1993^ ^ * defines TQM as "A management process 
and set of disciplines that are coordinated to ensure that the organization consistently 
meets and exceeds customer requirements. TQM engages all divisions, departments 
and levels of the organization. Top management organizes all of its strategy and 
operations around customer needs and develops a culture with high employee 
participation. TQM focuses on the systematic management of data of all processes 
and practices to eliminate waste and pursue continuous improvement." 
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It can be seen from the above definitions that TQM describes two main 
notions, i.e., continuous improvement and the tools and techniques/methods used. In 
general, TQM encompasses many management and business philosophies and its 
focus gets shifted based on the scenario where TQM is applied. 
2.8.2. Total Quality Management: Objectives 
TQM is defined as managing the entire organization, so that it excels in 
dimensions of products and services. The objectives of the TQM are to meet and 
exceed customer expectations by providing a product or service with built in quality. 
TQM is a customer need driven management process. It believes in delighting 
customers first time, every time and thereafter. All the function of an organization and 
each employee in every fiinction are involved to attain excellence in their respective 
areas of activity. The main concern of the TQM is to (i) react to change (ii) ability to 
innovate and (iii) commitment to continuous improvement of quality. 
2.8.3. Total Quality Management: Evolution 
The introduction of TQM concepts can be traced to the first management 
consultant, Frederick W. Taylor. His application of science to complex human 
endeavors was fiirther developed by Walter A. Shewhart, a statistician who developed 
work sampling and control charts, which attracted the interest of another statistician, 
Edwards Deming, Joseph M. Juran, an investigator recognized that system problems 
could be addressed through three ftindamental managerial processes, planning, control 
and improvement. Crosby (1988) advocated the "zero-defects" program adopted by 
the US federal government defining quality as "conformance to requirements". Work 
regarding the quality discipline is continuing and adoption of these concepts by 
service industries is resulting in broadening application and interpretation of quality 
principles. Deming, Juran and Crosby initiated the TQM principles and share a 
common theme of participatory management. Management participation and attitude, 
professional quality management, employee participation and recognition reflect a 
philosophy making internal and external customer satisfaction as the organization's 
primary goal. In 1960, the first quality control circles were formed for the purpose of 
quality improvement within work groups. In early 1980s, US managers were making 
frequent trips to Japan to learn about the Japanese miracle of quality. It would have 
continued the usage of these principles after World War II, during which time TQM 
activities were effectively used by many manufacturers. Nevertheless, a quality 
renaissance began to occur in US products and services and by the middle of 1980's 
27 
the concepts of TQM were being publicised. The emphasis on quality continued in the 
auto industry in the 1990s. In addition, ISO 9000 quality standard was developed and 
quickly became the worldwide model for quality system. 
2.8.3.1. Four stages can be identified in the evolution of TQM. 
These are as under 
(i) Inspection-based System: 1800-1920 
(ii) System of Quality Control: 1920-1950 
(iii) Quality Assurance: 1950-1980 
(iv) Total Quality Management: After 1980 
Berger (1999)^" argued that there have been four cycles in the century old 
quality movement. The first one is inspection (mid 1800s-1920s), conducted after 
production by technical specialists to correct defects. Then, SQC (1920s- 1950s), 
applied to mass production was used to assess the limits of variation and achieve 
quality as a form of scientific inspection. The third cycle was quality assurance 
(1950s-1980s), involved project-orientation, teams, problem solving, training, 
mobilizing management and employees, learning, adapting, and a wider range of 
quality constituents than just customers. The fourth TQM cycle, strategic or total 
quality management, emerged in the 1970s-l 980s. By the 1980s, TQM began to be 
seen as a competitive wedge. A clear and unambiguous vision, few interdepartmental 
barriers, staff training, excellent customer relations, emphasis on continuous 
improvement and quality of the organisation as a whole. 
2.8.4. Total Quality Management: Principles 
TQM is the application of a number of activities with perfect synergy. The 
various important elements of TQM are: 
2.8.4.1. Customer-driven quality; 
2.8.4.2 Top management leadership and commitment; 
2.8.4.3 Continuous improvement; 
2.8.4.4 Fast response; 
2.8.4.5 Actions based on facts; 
2.8.4.6 Employee participation; 
2.8.4 .7 TQM culture 
2.8.4.1. Customer Driven Quality 
TQM has a customer-first orientation. Customer satisfaction is seen as the 
organization's highest priority and the organization believes it will only be successful 
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if customers are satisfied. The TQM organization is sensitive to customer 
requirements and responds rapidly to them. In the TQM context, being sensitive to 
customer requirements goes beyond defect and error reduction and merely meeting 
specifications or reducing customer complaints. Each part of the organization is 
involved in total quality, operating as a customer to some functions and as a supplier 
to others. 
2.8.4.2. Leadership from Top Management 
TQM is a way of life for an organization. It has to be introduced and led by 
top management. The commitment and personal involvement is required from top 
management in creating and deploying clear quality values and goals consistent with 
the objectives of the company, and in creating and deploying well-defined systems, 
methods and performance measures for achieving those goals. These systems and 
methods guide all quality activities and encourage participation by all employees. The 
development and use of performance indicators is linked directly or indirectly to 
customer requirements and satisfaction and to management and employee 
remuneration. 
2.8.4.3. Continuous Improvement 
Continuous improvement of all activities is at the heart of TQM. Once it is 
recognized that customer satisfaction can only be obtained by providing a high-
quality product, continuous improvement of the quality of the product is seen as the 
only way to maintain a high level of customer satisfaction. As well as recognizing the 
link between product quality and customer satisfaction, TQM also recognizes that 
product quality is the result of process quality. As a result, there is a focus on 
continuous improvement of the organisation's processes. This will lead to an 
improvement in process quality. 
2.8.4.4. Fast Response 
To achieve customer satisfaction, the organization has to respond rapidly to 
customer needs. This implies short product and service introduction cycles. These can 
be achieved with customer-driven and process-oriented product development because 
the resulting simplicity and efficiency greatly reduce the time involved. Simplicity is 
gained through concurrent product and process development. 
2.8.4.5. Actions Based on Facts 
The statistical analysis of manufacturing facts is an important part of TQM. 
Facts and analysis provide the basis for planning, review and performance tracking, 
i^ 
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improvement of operations and comparison of performance with competitors. The 
TQM approach is based on the use of objective data and provides a rational rather 
than an emotional basis for decision-making. The statistical approach to process 
management in manufacturing recognizes that most problems are system-related, and 
are not caused by particular employees. 
2.8.4.6. Employee Participation 
A successful TQM environment requires a committed and well-trained 
employee that participates fully in quality improvement activities. Such participation 
is reinforced by reward and recognition systems, which emphasises the achievement 
of quality objectives. The ongoing education and training of all employees supports 
the drive for quality. Employees are encouraged to take more responsibility, 
communicate more effectively, act creatively and innovate. As people behave the way 
they are measured and remunerated, TQM links remuneration to customer satisfaction 
metrics. 
2.8.4.7. TQM Culture 
To introduce TQM an open and cooperative culture has to be created by 
management. Employees have to be made to feel that they are responsible for 
customer satisfaction. They are not going to feel this if they are excluded from the 
development of visions, strategies, and plans. It is important that they participate in 
these activities and realise the importance of customer satisfaction. 
2.8.5. Total Quality Management: Stages 
The process of implementing TQM in an organization can be developed in the 
following four stages. 
2.8.5.1. Identification and Preparation 
(i) Identifying and collecting information about the organization in the prime 
areas where, improvement will have most impact on the organization's 
performance. 
(ii) Preparing the detailed basic work for the improvement of all the 
organization's activities. 
2.8.5.2. Management Understanding and Commitment 
(i) To make sure that the management understands the objective and 
methodology of total quality management are prepared to adopt them all 
the time. 
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(ii) Identify and resolve quality issues by involving all management and 
supervision in a proper scheme of training and communication. 
2.8.5.3. New Initiative, New Target and Critical Examination 
(i) Start new initiative with new targets and take the complete improvement 
process to everybody indicating supplier and customer links in the quality 
chain. 
(ii) Obtain information about progress and consolidate success. 
2.8.6. The Main Contributions of TQM Gurus 
An extensive review of literature was carried out to identify the concept of 
TQM from quality gurus such as Deming (1986), Juran and Gryna, (1993), Crosby 
(1979), Feigenbaum (1991), and Ishikawa (1985). Their propositions are the 
foundation for understanding the concept of TQM. The main principles and practices 
of TQM proposed by these quality gurus. 
2.8.6.1. Deming's Approacli to TQM 
Dr. W. Edwards Deming's biggest contribution is his famous 14 Points that 
serve as course of action for management. These tend to result in a more efficient 
workplace, higher profits, and increased productivity may grow (Deming, 2005)^'. 
The Deming's 14 points originally highlighted in his work "Out of the crisis" are: 
consistency of the purpose, adopt the new philosophy, cease dependence on mass 
inspection, end lowest tender contracts, improve every process, institute training on 
the job, institute leadership, drive out fear, break down barriers, eliminate 
exhortations, eliminate arbitrary numerical targets, permit pride of workmanship, en-
courage education, top management commitment and action. 
Deming (1986) advocated methodological practices, including the use of 
specific tools and statistical methods in the design, management, and improvement of 
process, which aims to reduce the inevitable variation that occurs from "common 
causes" and "special causes" in production. "Common causes" of variations are 
systemic and are shared by many operators, machines, or products. They include poor 
product design, non-conforming incoming materials, and poor working conditions. 
These are the responsibilities of management. 'Special causes' relate to the lack of 
knowledge or skill or poor performance. These are the responsibilities of employees. 
Deming proposed 14 points as the principles of TQM which are listed below: 
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(i) Constancy of Purpose 
Create constancy of purpose for continual improvement of products and 
services to society, allocating resources to provide long range needs rather than only 
short term profitability with a plan to become competitive to stay in business, and to 
provide jobs. 
(ii) The New Philosophy 
Adopt the new philosophy in a new economic age. One can no longer live 
with commonly accepted levels of delays, mistakes, defective materials and defective 
workmanship. The transformation of management style is necessary to stop the 
continued decline of business and organization as whole. 
(iii) Cease Dependence on Mass Inspection 
Eliminate the need for mass inspection as the way of life to achieve quality by 
building quality into the product in the first place. Require statistical evidence of built 
in quality in both manufacturing and purchasing functions. 
(iv) End Lowest Tender Contracts 
One should end the practice of awarding business solely on the basis of price 
tag. Instead require meaningful measures of quality along with price. Reduce the 
number of suppliers for the same item by eliminating those that do not qualify with 
statistical and other evidence of quality. The aim is to minimise total cost by 
minimizing variation. This may be achieved by moving toward a single supplier for 
any one item on a long term relationship of loyalty and trust. 
(v) Improve Every Process 
Improve constantly and forever every process for planning, production and 
service. Search continually for problems in order to improve every activity in the 
company, to improve quality and productivity and thus lead to constantly decrease 
costs. Institute innovation and constant improvement of product, service and process. 
It is management's job to work continually on the system design, incoming materials, 
maintenance and improvement of machines, supervision, training and retraining. 
(vi) Institute Training on the Job 
Institute modem methods of training on the job for all, including management, 
to make better use of every employee. New skills are required to keep up with 
changes in materials, methods, product and service design, machinery, techniques, 
and service. 
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(vii) Institute Leadership 
Adopt and institute leadership aimed at helping people do a better job. The 
responsibility of managers and supervisors must be changed from sheer numbers to 
quality. Improvement of quality will automatically improve productivity. 
Management must ensure that immediate action is taken on reports of inherited 
defects, maintenance requirements, poor tools and all conditions detrimental to 
quality. 
(viii) Drive out Fear 
Encourage effective two-way communication and other means to drive out 
fear throughout the organization so that everybody may work effectively and more 
productively for the company. 
(ix) Break Down Barriers 
Break down barriers between departments and staff areas. People in different 
areas such as Leasing, Maintenance, and Administration must work in teams to tackle 
problems that may be encountered with products or service. 
(x) Eliminate Exhortations 
Eliminate the use of slogans, posters and exhortations for the work force, 
demanding Zero Defects and new levels of productivity, without providing methods. 
Such exhortations only create adversarial relationships; the bulk of the causes of low 
quality and low productivity belong to the system, and thus lie beyond the power of 
the work force. 
(xi) Eliminate Arbitrary Numerical Targets 
Eliminate work standards that prescribe quotas for the work force and 
numerical goals for people in management. Substitute aids and helpful leadership in 
order to achieve continuous improvement of quality and productivity. 
(xii) Permit Pride of Workmanship 
Remove the barriers that rob hourly workers and people in management of 
their right to pride of workmanship. This implies among other things, abolition of the 
annual merit rating (appraisal of performance) and of Management by Objective. The 
responsibility of managers, supervisors, and subordinate must be changed from sheer 
numbers to quality. 
(xiii) Encourage Education 
Institute a vigorous program of education, and encourage self-improvement 
for everyone. What an organization needs is not just good people; it needs people that 
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are improving with education. Advances in competitive position will have their roots 
in knowledge. 
(xiv) Top Management Commitment and Action 
It clearly defines top management's permanent commitment to ever improving 
quality and productivity and their obligation to implement all of these principles. It is 
not enough that top management commit themselves for life to quality and 
productivity. They must know what it is that they are committed to one has to create a 
structure in top management that will push every day on the preceding 13 Points, and 
take action in order to accomplish the transformation. 
2.8.6.2. Juran's Approach to TQM 
Joseph M. Juran made many contributions to the field of quality management 
throughout his research career. He contributed a lot in changing the Japanese 
philosophy on quality management and shaping their economy into the industrial 
leader. Juran was the first to include the human aspect of Total Quality Management. 
Juran believed that main quality problems are due to management rather than 
workers. The attainment of quality requires activities in all functions of a firm. Firm-
wide assessment of quality, supplier quality management, using statistical methods, 
quality information system and competitive benchmarking are essential to quality 
improvement. Juran's approach is emphasis on team and project work, which can 
promote quality improvement, improve communication between management and 
employees coordination and improve coordination between employees. He also 
emphasized the importance of top management commitment and empowerment, 
participation, recognition and rewards. According to Juran, it is very important to 
understand customer needs. This requirement applies to all involved in marketing, 
design, manufacture, and services. Identifying customer needs requires more vigorous 
analysis and understanding to ensure the product meet customers' needs and is fit for 
its intended use. Thus, market research is essential for identifying customers' needs. 
In order to ensure design quality, he proposed the use of techniques including quality 
function deployment, experimental design, reliability engineering and concurrent 
engineering. His main contributing ideas are summarised in the table below; 
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Juran's Quality Trilogy 
Quality Planning 
Quality 
Improvement 
Quality Control 
• Identify who are the customers. 
• Determine the needs of those customers. 
• Translate those needs into language. 
• Develop a product that can respond to those needs. 
• Optimise the product features so as to meet our needs 
and customer needs. 
• Develop a process, which is able to produce the 
product. 
• Optimise the process. 
• Prove that the process can produce the product under 
operating conditions with minimal inspection. 
• Transfer the process to Operations. 
Source: Juran, 2006. 
2.8.6.3. Crosby's Approach to TQM 
Crosby (1979) identified a number of important principles and practices for a 
successful quality improvement program, which include management participation, 
management responsibility for quality, employee recognition, education, reduction of 
the cost of quality, emphasis on prevention rather than after the event inspection, 
doing things right the first time and zero defects. Crosby claimed that mistakes are 
caused by two reasons: Lack of knowledge and lack of attention. Education and 
training can eliminate the first cause and a personal commitment to excellence (zero 
defects) and attention to detail will cure the second. Crosby also stressed the 
importance of management style to successful quality improvement. The key to 
quality improvement is to change the thinking of top managers-to get them not to 
accept mistakes and defects, as this would in turn reduce work expectations and 
standards in their jobs. His main contribution is laid in "Quality without tears" and 
"Quality is Free". He introduced the popular idea - cost of poor quality - saying that it 
costs a lot more to correct afterwards rather than do them right the first time. His 
main focus is on zero defects, however meaning that zero defects is not something 
that is found on the assembly line. This underlines the management as responsible for 
creating an appropriate atmosphere for employees to follow and perform better. The 
benefits for companies that pursue this idea is a dramatic decrease in resources used 
and time spent producing goods that consumers do not want. Crosby offered a 14-step 
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program that can guide organisation in pursuing quality improvement. These steps are 
listed as follows: 
(i) Management Commitment: To make it clear where management stands on 
quality. 
(ii) Quality Improvement Team: To run the quality improvement program. 
(iii) Quality Measurement: To provide a display of current and potential 
nonconformance problems in a manner that permits objective evaluation and 
corrective action. 
(iv) Cost of Quality: To define the ingredients of the cost of quality, and explain 
its use as a management tools. 
(v) Quality Awareness: To provide a method of raising the personal concern felt 
by all persormel in the company toward the conformance of the product or 
service and the quality reputation of the company. 
(vi) Corrective Action: To provide a systematic method of resolving forever the 
problems those are identical through previous action steps. 
(vii) Zero Defects Planning: To investigate the various activities that must be 
conducted in preparation for formally launching the Zero Defects program. 
(viii) Supervisor Training: To define the types of training that supervisor need in 
order to actively carry out their part of the quality improvement program. 
(ix) Zero Defects Day: To create an event that will make all employees realize, 
through a personal experience, that there has been a change, 
(x) Goal Setting: To turn pledges and commitment into actions by encouraging 
individuals to establish improvement goals for themselves and their groups. 
(xi) Error Causal Removal: To give the individual employee a method of 
communicating to management the situation that makes it difficult for the 
employee to meet the pledge to improve. 
(xii) Recognition: To appreciate those who participate. 
(xiii) Quality Councils: To bring together the professional quality people for 
planned communication on a regular basis, 
(xiv) Do it over again: To emphasize that the quality improvement program never 
ends. 
2.8.6.4. Feigenbaum's Approach to TQM 
Feigenbaum (1991)^^ defined TQM as an effective system for integrating the 
quality development, quality-maintenance, and quality-improvement efforts of the 
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various groups in a firm so as to enable marketing, engineering, production, and 
service at the most economical levels which allow for fiill customer satisfaction. He 
claimed that effective quality management consists of four main stages, described as 
follows: 
(i) Setting quality standards; 
(ii) Appraising conformance to these standards; 
(iii) Acting when standards are not met; 
(iv) Planning for improvement in these standards. 
The quality chain, starts with the identification of all customers' requirements 
and ends only when the product or service is delivered to the customer, who remains 
satisfied. Thus, all functional activities, such as marketing, design, purchasing, 
manufacturing, inspection, shipping, installation and service, etc., are involved in the 
attainment of quality. Identifying customer's requirements is a fundamental point. He 
claimed that effective TQM requires a high degree of effective functional integration 
among people, machines, and information, stressing a system approach to quality. 
Total quality system is defined as follows: The agreed organization wide operating 
work structure, documented in effective, integrated technical and managerial 
procedures for guiding the coordinated actions of the people, the machines and the 
information of the organisation in the best and most practical ways to assure customer 
quality satisfaction and economical costs of quality. 
2.8.6.5. Ishikawa's Approach to TQM 
Ishikawa (1985) argued that quality management extends beyond the product 
and encompasses after-sales service, the quality of management, the quality of 
individuals and the firm itself He claimed that the success of a firm is highly 
dependent on treating quality improvement as a never-ending quest. A commitment to 
continuous improvement can ensure that people will never stop learning. He 
advocated employee participation as the key to the successful implementation of 
TQM. He emphasized the importance of education, stating that quality begins and 
ends with it. He has been associated with the development and advocacy of universal 
education in the seven QC tools. These tools are listed below: 
(i) Pareto chart; 
(ii) Cause and effect diagram (Ishikawa diagram) 
(iii) Stratification chart; 
(iv) Scatter diagram; 
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(v) Check sheet; 
(vi) Histogram; 
(vii) Control chart 
Ishikawa (1985) ^^  suggested that the assessment of customer requirements 
serves as a tool to foster cross-functional cooperation; selecting suppliers should be on 
the basis of quality rather than solely on price; cross functional teams are effective 
ways for identifying and solving quality problems. Ishikawa's concept of TQM 
contains the following six fundamental principles: 
(i) Quality first not short-term profits first; 
(ii) Customer orientation-not producer orientation; 
(iii) The next step is customer breaking down the barrier of sectionalism; 
(iv) Using facts and data to make presentations utilization of statistical methods; 
(v) Respect for humanity as a management philosophy full participatory 
management; 
(vi) Cross-functional management. 
After the approaches to TQM of the five quality gurus have been reviewed, it 
has become evident that each has his own distinctive approach. Nevertheless, the 
principles and practices of TQM proposed by these quality gurus provide the better 
understanding of the concept of TQM. Although their approaches to TQM are not 
totally the same, they do share some common points, which are summarized as 
follows: 
(i) It is management's responsibility to provide commitment, leadership, 
empowerment, encouragement, and the appropriate support to technical and 
human processes. It is top management's responsibility to determine the 
environment and fi-amework of operations within a firm. It is imperative that 
management foster the participation of the employees in quality improvement, 
and develops a quality culture by changing perception and attitudes toward 
quality, 
(ii) The strategy, policy and organization wide evaluation activities are emphasized, 
(iii) The importance of employee education and training is emphasized in changing 
employees' beliefs, behavior, and attitudes; enhancing employees' abilities in 
carrying out their duties, 
(iv) Employees should be recognised and rewarded for their quality improvement 
efforts. 
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(v) It is very important to control the processes and improve quality system and 
product design. The emphasis is on prevention of product defects, not inspection 
after the event. 
(vi) Quality is a systematic firm-wide activity from suppliers to customers. All 
functional activities, such as marketing, design, engineering, purchasing, 
manufacturing, inspection, shipping, accounting, installation and service should 
be involved in quality improvement efforts. 
2.9. International Standard and Excellence Models of TQM 
The number of quality standards and awards are given by various agencies to 
encourage company wide quality control systems. Presently, there are various 
business award models and standards such as, 
2.9.1. International Organization for Standardisation (ISO) 
International Organisation for Standardization (ISO) represents a system as a 
common denominator for what business quality entails internationally, ISO 
9000:2000 is a family of standards that provides a series of iimovatively applicable 
guidelines on how to establish a quality system to manage the processes that affect its 
product or services. It is to assist institutions implement and operate effective quality 
management systems (QMS) for the continuous improvement of institutional 
performance. ISO 9000:2000 describes the fiindamentals of quality management 
systems; ISO 9001 specifies requirements for quality management systems; while ISO 
9004 provides guidance on quality management systems. The intention from the 
beginning of ISO efforts in developing quality standards has been to integrate and 
harmonize similar existing quality management standards into a single body of 
international quality standards, which could apply to world trade and commerce. 
According to Vavra (2002)^^, the ISO standard is the incorporation of customer 
satisfaction data as a consequence of indicating the value of processes adopted by an 
institution. The benefits of ISO 9000 system are associated with more transparent 
processes within the organization that enable controlled changes. Both internal and 
external auditors audit the processes. It also creates certain procedures and protocols 
that are continuously maintained. It is also quite suitable for continuous improvement 
actions by means of performance indicators. 
2.9.2. European Foundation for Quality Management (EFQM) 
The EFQM Excellence Model is based on a nine broad concepts used to assess 
organisational excellence progress. It recognizes that there are many ways towards 
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sustainable excellence and strives to show that excellence is not a theory - it relates to 
the tangible achievement of an organization in what and how it does, the results it 
achieves and the confidence that these results will be sustained in the future. Its 
principle idea is that excellent performance in, customers, people and society is 
achieved through leadership driving policy and strategy that drives people, processes, 
partnerships and resources (Sandholm,2000/* EFQM as management system that 
emphasizes leadership for achieving quality, policy and strategy formulation for 
followers, employing and developing the appropriate personnel and resources and 
guiding the design of all the processes in the organisation towards attaining excellence 
in results: customer satisfaction, personnel satisfaction, a positive social impact and 
key economic results in achieving competitive advantage. The model is divided into 
"Enablers" and "Results" to distinguish two categories of criteria where the former is 
concerned with how the organization undertakes key activities, the latter concerned 
with the results being achieved. The arrows in the model emphasize innovation and 
learning that help to improve enablers, which thus lead to better results. The nine 
criteria of the model are used for assessing the progress towards excellence and are 
given the separate definition. At the heart of the EFQM model is the RADAR logic 
(abbreviation for Results, Approach, Deployment, Assessment and Review). The 
Approach, Deployment, Assessment and Review elements are used when evaluating 
Enabler criteria and the element of results is used when assessing results criteria. 
Figure: The EFQM Excellence Model 
Enablers ,-.- Resiilfs ,— 
• i " _ 
., , . _ _ _ _ „ ,. 
People 
1 
Policy and 
Strategy 
1 
Paitnership 
and le.somce.s 
IlUIO> 's)ti< 
'z=^ i 
'-""'" 
v: 
o 
>ii )uul leai itiik 
People 
results 
1 
Customer 
results 
1 
Society 
results 
s 
"1— -^ " 
Source: Sandholm, L, (2000), Total Quality Management p.42. 
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The EFQM model was largely based on the concept of TQM as both a holistic 
philosophy and an improvement on other TQM-based models, such as the Malcolm 
Baldrige National Quality Award (MBNQA). In 1999, the EFQM revised the model 
and, among other things, made a noticeable switch in language from TQM to 
organizational excellence. It was noted that TQM was founded on a historical 
mechanistic tool and technique basis but gradually developed a social/people/soft skill 
focus. It was also identified that the development of these broader areas has been 
more of an attached rather than being the root cause of TQM development. This 
implies a shift in focus from management of quality to quality of management. This 
development in itself was a problem for many organisations since a major challenge 
was to broaden ownership of TQM from the quality department, its historical owners, 
to everyone within the organization. 
2.9.3. The Australian Quality Award Model (AQA) 
The Australian Quality Award Model (AQA) is given to encourage the 
organisations to improve product and process quality, to achieve world-class 
standards and to provide a benchmark to other companies. The AQA award is not a 
competitive award, as there are no restrictions on the number of prizes, like the 
Deming Prize of Japan. The main emphasis is on effective leadership, information 
analysis for effective policy formulation, customer care and taking along the human 
resources for the achievement of excellent business results. AQA model is based on 
the premise that quality improvement requires an enlightened and influential 
leadership, which drives quality movement forward and nurtures an innovative and 
creative workforce capable of meeting customers' expectations,(Dodrajka,2007)^^. 
2.9.4. The European quality Award Model (EQA) 
The European foundation for quality Award instituted in 1992. This model is 
prescriptive by nature and does not given any particular tools, methods, procedures or 
practices. It is based on the assumption that the end result is the by-product of 
managerial competence policies and processes. The primary objective of the award is 
to support, encourage and recognise the development of effective TQM approaches by 
European organisations. The EQA model emphasises that costumer satisfaction, 
people satisfaction and the impact of TQM implementation on society - the results are 
achieved through leadership-driven policy and strategy, people management, 
resources and processes- the -enablers leading ultimately to excellence in business 
results. The award insists on self-assessment by the organisations on a continuous 
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basis. The model also recognises the need for developing human resources through 
employee involvement and process capability through continuous improvement. 
2.10. Total Quality Management: Tools and Techniques 
TQM requires the improvement of all the process involved in libraries from 
acquisition to dissemination of information by reducing variability. There are many 
techniques to study and analyze the process and to search for organization 
improvement. The basic set of TQM tools are; 
2.10.1. Brainstorming: The essence of brainstorming lies in bringing together a 
group of participants from different department and background in a non-threatening 
atmosphere. It is helpful not only in generating ideas but as a team building exercise. 
All ideas are recorded and than evaluated and than participants are encouraged to list 
the ideas they found most useful. 
2.10.2. Benchmarking: The team 'Benchmarking' evolved from TQM. It is a method 
of learning from others who have better processes or techniques and implementing the 
same in your system. Benchmark service as a point of references as well as works as a 
standard by which others may be measured. 
2.10.3. Organizational Learning: Organizational Learning refers to learning at the 
system level rather at the individual level. TQM in addition to quantifying quality is 
also a means of expanding organizational thinking and learning capabilities. Learning 
helps to understand latent need of the customer. 
2.10.4. Reen'gineering: TQM is a new type of plaimed organizational changes. 
Irmovation is to effect a change in the established order. But reengineering is a 
fundamental rethinking; radical redesign and breakthrough of the old and Statistical 
process Control (SPC) and statistical Quality Control (SQC) have been evolved to 
check the variation in process and quality of products and services. 
2.10.5. Analysis of Variation: (ANOVA) Analysis of variance is a statistical 
technique of studying variability. By this technique one can examine whether their 
exist significant differences between two or more population averages. ANOVA is a 
qualitative analysis which may help librarians and information scientists to reelect 
suitable commercially available bibliographic database. 
2.10.6. Pareto Principle: The Pareto principle suggests that most effects come from 
relatively few causes. In quantitative terms: 80% of the problems come from 20% of 
the causes (machines, raw materials, operators etc.); 80% of the wealth is owned by 
20% of the people etc. Therefore effort aimed at the right 20% can solve 80% of the 
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problems. Double (back to back) Pareto charts can be used to compare 'before and 
after' situations. 
2.10.7. Scatter diagram: A correlation/ scatter diagram tries to establish relationship 
between two variables. It indicates the strength of the correlation coefficient, which 
can be calculated by drawing a line of best fit after plotting the points that represent 
the independent variable (cause) on an X-axis and the dependent variable (effect) on a 
Y-axis. 
2.10.8. Control Charts: Control charts help in identifying problems due to special or 
abnormal variability with the help of line graphs. These standard graphs have control 
limit lines at the center, top and bottom levels. Control charts are a method of 
Statistical Process Control (SPC). They enable the control of distribution of variation 
rather than attempting to control each individual variation. Upper and lower control 
and tolerance limits are calculated for a process and sampled measures are regularly 
plotted about a central line between the two sets of limits. The plotted line 
corresponds to the stability/trend of the process. Action can be taken based on trend 
rather than on individual variation. This prevents over-correction/compensation for 
random variation, which would lead to many rejects. 
2.10.9. Flow Charts: Flow Charts display all the processes and steps of an activity or 
operation. Flow Charts display the variation in process and help to identify the causes 
of variation in any library activity and operation. Pictures, symbols or text coupled 
with lines, arrows on lines show direction of flow. 
2.10.10. Cause and Effect: it can be used to isolate the cause of low library use, low 
level of quality and causes of user dissatisfaction. The cause-and-effect diagram is a 
method for analysing process dispersion. The diagram's purpose is to relate causes 
and effects. Three basic types: Dispersion analysis. Process classification and cause 
enumeration. It helps organise and relate factors, providing a sequential view and 
deals with time direction but not quantity. 
2.10.1 l.Histogram /Bar Graph: A histogram is a graphic summary of variation in a 
set of data. It enables one to see patterns that are difficult to see in a simple table of 
numbers. It can be analysed to draw conclusions about the data set. A histogram is a 
graph in which the continuous variable is clustered into categories and the value of 
each cluster is plotted to give a series of bars. 
2.10.12. Check Sheets: A Check Sheet is a data recording form that has been 
designed to readily interpret results from the form itself. It needs to be designed for 
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the specific data it is to gather. Used for the collection of quantitative or qualitative 
repetitive data. Adaptable to different data gathering situations. Minimal 
interpretation of results required. Easy and quick to use. No control for various forms 
of bias - exclusion, interaction, perception, operational, non-response, estimation. 
2.10.13. Check Lists: A Checklist contains items that are important or relevant to a 
specific issue or situation. Checklists are used under operational conditions to ensure 
that all important steps or actions have been taken. Their primary purpose is for 
guiding operations, not for collecting data. Generally used to check that all aspects of 
a situation have been taken into account before action or decision-making. This is 
simple and effective. 
2.11. APPLICATION OF TOTAL QUALITY MANAGEMENT IN 
UNIVERSITY LIBRARY 
2.11.1. Introduction 
The academic library has been described as the "heart" of the learning 
community, providing a place for students and faculty to do their research and 
advance their knowledge. The librarians and library staff provide numerous services 
to these users, addressing their diverse needs, characteristics, and interests. However, 
with the advent of online catalogs, CD-ROMs, online databases, other electronic 
resources, new methods of document delivery, and access to information, the role of 
the academic library has begun to change. With the Internet and the availability of 
new technologies and numerous indexes, abstracts, and databases, the range of 
services that academic libraries can provide has increased dramatically. Users can 
access the libraries' resources without stepping into the library building. They can also 
very easily access other libraries' resources, such as online catalogs and unrestricted 
databases. The Internet has opened the resources of libraries to students and faculty 
worldwide. 
By providing quality services and satisfaction to users, academic and research 
librarians can distinguish their services through friendly, helpful, and knowledgeable 
advice and the best technological resources available. Because academic library users 
have varying needs and expectations, it is the responsibility of the library staff to 
know these needs and expectations and strive to meet them. One of the elements of 
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quality service is when users' personal needs and expectations are incorporated into 
the development of programs and services of libraries. 
In the begirming of 1990's, library and information science communities were 
more and more convinced of the necessity of meeting primarily the needs of users 
when deciding about managing library and information systems. It became clear that 
every library, being not able to meet all the user requirements, has to set priority tasks 
for itself They should be based on thorough analysis of the user needs, and of the use 
of resources and services. The quality of library and information services has become 
a prominent category. TQM emerged in the theory and practice of librarianship and 
information science. Intensified development of production firms that resulted from 
the application of TQM could be observed, which caused the implementation of this 
system in a wide aspect of services, including non-commercial services. However, 
more often TQM was adopted, first of all, by hierarchically superior institutions, i.e., 
the institutions of higher learning, health service institutions, or some other 
organisations that run their own libraries or information centers. 
An interest in new approaches to library and information management systems 
was stimulated by the growing financial difficulties, problems connected with 
introducing new information technologies, staff problems, and the increasing 
competitiveness on the information services market. When adopting new management 
systems and techniques, libraries try also to be active and flexible in meeting users' 
needs. Parallel to TQM, some other quality management techniques have been 
developed; first of all the system that is called Quality Assurance. It also has an 
impact on the building and developing of the concept of TQM. It is quite often treated 
as a preliminary stage in a total approach or it makes it possible to improve the quality 
of functioning of a given institution. 
2.11.2. Quality in University Libraries 
The quality of a library may be determined on the basis of resources, capability 
and utilisation, whereas value is determined on the basis of utilisation and beneficial 
effects. In Qrr's (1973)''° opinion 'effectiveness' and 'benefits' were closer in 
meaning to the term 'quality' and "value". Respectively but in literature effectiveness 
and benefits were having wider connotations. De Prospo,(1973)'*' described library 
effectiveness as a measure of library collections, facilities and staff. Du Mont and Du 
Mont (1979/^ considered quality and effectiveness as the similar terms. They pointed 
out that the service which satisfies to a high degree information and research needs of 
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faculty, students and other users and contributes to the success of educational and 
development goals of the institute in an effective manner is known as quality of 
service. Blagden (1980) '*•' regarded library effectiveness as the potential to provide 
material on a subject. Cameron (1981/'' defined effectiveness terms of fours model, 
i.e. goal model, system resource model, participant satisfaction model and internal 
process model. Cronin (1982)'*^ regarded effectiveness as the 'value' derived from the 
library system. Hannabuss (1983^ "*^  considered the 'value' as library contribution to 
the customer information needs. He pointed out the involvement of subjectivity 
element in judging quality and value. 
The concern for quality in library management was in vogue even in the days of 
classical Pergamon and Alexandria libraries when scholars in their quest for 
systematic knowledge become librarians, later when renaissance princes created 
magnificent collections of books in the same way as they gathered precious pieces of 
art and nature. It is true that the desire for quality has always been an attribute of 
librarianship, if a major shifl of focus is taking place in this generation. The days 
when books themselves were very valuable objects, the librarian's perception of 
quality as residing in the book as a physical, intellectual or cultural object prevailed 
quite recently. Another aspect of perceived quality was the comprehensiveness of 
collections. Along with that the intellectual fiinctions like classification, cataloguing, 
document etc. were also treated as objects ob librarian's thirst for quality. 
The major shift in librarian's conception of quality may have been evolving over 
a long period. For instance, the King of Denmark opened his library to the general 
public in 1793 resulting in a redefinition of the library fi"om a storehouse to an 
information service center. Throughout the history, libraries were mainly concerned 
with collection development and processing and engaged almost exclusively in 
themselves. They have less concern to quality in its products and services. The library 
professional decide the service to be delivered or the services to be used by the users 
and provide them. No attempt was made to check whether the services provided to the 
users were appropriate from the users viewpoint and was delivered according to users 
requirements. A library with a loanable stock would get maximum usages if every one 
of those books was out of loan simultaneously and each time an item came back, 
another user arrived to take it again. 
According to Ranganathan''^ the quality of a library can be evaluated in terms of 
whether or not it is able to provide the material sought by users at the time they are 
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needed. His famous work 'Five Laws of Library Science', advocated that library 
collection and services are for use and necessary measures should be taken to connect 
the user with the information sources and services available in the library and save the 
valuable time of the user by providing quality services to them. All the laws are 
guiding principles for quality development and its improvement on a regular basis 
with a focus on the user in the library. 
The five laws state the goals and the ways of storing, organize, coding, and 
disseminating information in recorded materials in a traditional library. It helps in 
quality improvement of library services as the Laws are focusing the user very 
seriously. 
In recent years the academic libraries stood against the fast improvement of 
technology, with low budget and with more requirements for responsibility. Because 
of these, new strategies of renewal have been developed at a quick pace. A first step 
which is necessary for a library, is to define which approach in the procedure of 
change is more appropriate for itself, considering the size, the environments and the 
conditions of fiinction that apply in this library. 
The method of TQM represents a new age in the management of an organization. 
Its elements such as participating management, the personnel training and the 
responsible service of customers, are views that libraries already driven by. As a 
result of this, the libraries are up to improve these principles, which already have been 
valued positively by them and put them partially in practice. Many libraries have 
embarked on plans for implementing quality-related philosophies such as TQM. It is 
well known that TQM is a management method that libraries can benefit from it in 
several ways. 
Today, all kinds of organizations are becoming customer-oriented organizations 
to survive in this world. So, they need to provide quality products and services to their 
customers. Total Quality Management (TQM), provides the tools and the direction to 
improve quality. Libraries have always been committed to provide a high quality of 
services to its users. In the past, consuming more resources, buying more books, and 
moving to large premises are considered as improving quality. But that approach is 
not valid today. One of the good solutions to improve quality is to provide right 
information to a right user at right time. This requires a through change in the 
approach - an approach based on user requirements and user satisfaction. It is 
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believed that this can be achieved by implementing TQM. Thus, TQM approach is 
slowly getting popular in today's libraries. 
2.11.3. TQM in University Libraries: Characteristics 
The following characteristics can be inferred. 
(i) TQM is management philosophy to guide the librarians in meeting the 
challenges of the time. 
(ii) TQM starts at the top management of library. 
(iii) TQM call for strategic planning based on vision, mission, goals and objectives 
of academic libraries. 
(iv) TQM call for every one to be skilled and knowledgeable, 
(v) TQM requires organisation wide involvement. 
(vi) TQM requires quality as a strategic priority along with other properties. 
(vii) TQM promote teamwork. 
(viii) TQM focus on the users. 
(ix) TQM recognises internal and external users of the library. 
(x) TQM is a process and activity based approach. 
(xi) TQM emphasises the importance of measurement through user satisfaction. 
(xii) TQM reduces total cost of meeting user requirements. 
(xiii) TQM is a disciplined, continuous and system approach. 
2.11.4. TQM in University Libraries: Need 
University Libraries have not been able to project the image of the library 
more than traditional book lending service and healthy image of profession to the 
public. The need of the hour in the midst of dramatically changing information 
environment is to adopt a complex and integrated intervention (TQM) which 
encompasses both the transactional and transformational strategic. So as to provide 
right information to right user at right time and at right cost. There is an urgent need 
to understand the process of identifying expressed, unexpressed dormant information 
needs this process would discover, as a byproduct of several ideas, tools, methods and 
techniques of satisfying the users needs. TQM can meet all the requirements of 
information gathering to dissemination operation". University Libraries are in the 
midst of a major paradigm shift because of digitized reading materials coupled with 
transforming nature of information technology tools. The rising expectation of users, 
increasing complexity of information and provision from a variety of new providers, 
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escalating cost and increasing fees have enhanced the operational transparency and 
accountability of academic libraries. Moreover, increasing awareness and 
consciousness of staff and user about good and bad, right and privileges has made the 
situation more grime and complex to handle. TQM may be the answer "To do more 
with less". The Major features of TQM are: 
(i) Every body in the university library accepts ownership and responsibility for 
quality, 
(ii) Quality improvement is the way of life, 
(iii) There will be good partnership with customers and suppliers, 
(iv) Internal customers are properly acknowledged and given special attention to 
satisfy them, in return to satisfy the external customers, 
(v) Key performance indicators are identified to measure performance, assess 
improvements, monitor customer satisfaction etc. 
(vi) Employee participation is participation is stressed . 
(vii) Quality problem are solved through teamwork, 
(viii) Internal barriers between section and department are removed, 
(ix) Simplify and standardize processes and procedures. 
2.11.5. TQM for University Libraries: Advantages 
(i) TQM reduces bureaucracy, empower staff and create a team base culture, 
which is keenly desired and suited for mechanistic, hierarchical organisation 
structures like university libraries, 
(ii) TQM helps in gauging user's needs and expectations in a proactive way and 
equip the librarians to provide more and better services with the same 
resources efficiently and effectively in the resulting increased user 
satisfaction and loyalty, 
(iii) TQM is an evolutionary process and can easily be incorporated into the 
already existing management system of libraries, 
(iv) Brainstorming exercise helps know what functions are necessary for the 
efficient operation of a library and who should perform these, resulting 
increased employee involvement and dedication, 
(v) Reduction in user complaint gains a competitive advantage over other 
information providers, 
(vi) TQM help in breaking down intersectional barriers/ status in a library and 
promotes cooperation and teamwork instead of competition. 
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(vii) In TQM, quality is a high profile management tools. Its implementation in 
libraries improves the image of the library staff and helps in public relation 
and marketing, 
(viii) TQM ensures consistent qualitative library and information services to the 
users and defines user satisfaction issues, 
(ix) TQM ensures a non-threatening environment for open debate for problem 
solving, for change, for H.R.D and clearly indicates power, responsibility 
and accountability of each employee, 
(x) Empowered staff members develop a sense of self-determination; a sense of 
meaning; a sense of competence; a sense of impact and become more 
effective irmovative, transformational and charismatic Dabas (2008 '^'^  
2.11.6. Application of Deming's Philosophy in University Library 
Deming's (1986)''^ fourteen points are the keys to measure, monitor and 
improve the performance of all organizations. These are slightly modified to meet the 
needs of the libraries: 
(i) Doing things differently and documenting better processes, instructions and 
information, e.g. acquisition policies, library manuals, budget allocation 
policies and products and services, 
(ii) Initiating the functions, services, strategies and action plans to achieve the 
basic objectives of the parent institutions, 
(iii) Identification of client (users) base will ensure optimum utilization of 
learning resources in a cost-effective manner, 
(iv) Designing and redesigning system and procedures in a innovative way as per 
user orientation. It will remove errors to the university library systems., 
(v) Education and training of the staff will help them to be responsive and learn 
new ways and techniques of doings, 
(vi) Library leader should work as a role model to be followed by the team, 
(vii) Drive out fear form the team member so as get the best out of them, 
(viii) Use library as a holistic and integrated system, 
(ix) Librarians have to ensure that reputation of services and products offered 
matches with the organizational reputation of the institution, 
(x) Using hands and heads of employees for raising confidence and contribution, 
(xi) Sample check, regular interaction and feedback facilitate the delivery of 
tailor made services. 
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(xii) TQM has provided the tool kit, which support the systematic approach to 
understanding and measuring internal performance gaps and involvement 
level, 
(xiii) Providing better avenues for career growth and overall development of team 
members. It ensures their commitment and involvement in achieving user 
delight, 
(xiv) Leader must initiate a well thought strategy with full involvement of the 
team. 
2.11.7. TQM in University Libraries: Principles 
2.11.7.1. Continuous Improvement 
Library is a growing organism; continuous improvement should be necessary 
for the better and effective services. It is the only objective of TQM. In university 
library continuous improvement has a six-step process: (1) Identification of the value 
of products, services and consultation offered by library and information services 
from customer point of view, (2) Map the process used to deliver those product and 
services, (3) establish how improvement in those process can be made, (4) Measure 
the effectiveness of those improvements, (5) Communicate improved measures to 
staff, users & management, (6) Incorporation of a bench marking effort to find out 
how others accomplish the same tasks and choosing the best practice to reach your 
goals. Continuous improvement is continuous change. 
2.11.7.2. Customer Focus 
The word customer focus was used in 1931 in the form of user satisfaction. 
The term 'documentation' as is pin pointed, exhaustive and expeditious organization 
and retrieval of information is the sum and substance of TQM approach. Customer is 
placed at the top in TQM framework and next is those who serve customer, i.e., 
frontline staff. 
2.11.7.3. Process Improvement 
Process are small sets of activities, actions, methods and operations which so 
the flow of work from one person to another. These are the means to turn inputs into 
outputs and decide how rightly things can be done. There is an interlinkage between 
processes. TQM maintains and improves the total chain of all the processes 
automatically by a process of designing, controlling, detecting, and implementation. 
ISO-9000 involves documenting all these process and making sure that these 
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processes do exist. Five critical processes for library and information services are 
access, staff development, effective management, user orientation and technology. 
2.11.7.4. Employee Involvement 
In TQM actual process is done at individual level and for that involvement of 
staff is essential. Employee empowerment is one of the pre-requisites for total 
employee involvement. Five intrinsic job characteristics, i.e., skill variety, task 
identity, task significance, autonomy and feedback are the predicators of job 
involvement level. An organisational system, which draws all people together for a 
common purpose and helps them to see their role, play and importance in the 
organistion is enough to do big things. Employee involvement is of the three kinds: 
(1) Suggestion involvement, (2) Task involvement and (3) High involvement. 
2.11.7.5. Leadership 
The performance of employees is influenced by number of factors but 
leadership is the most important one. Leadership is an interpersonal influence 
exercised in a situation and directed through the communication process towards the 
attainment of a specified goal or goals. The style of leadership is the way of action 
through which he tries to attain the goal with his influence over the team of 
subordinates! The manager who takes mechanist view of the organisation and 
considers employees' existence just to take orders and obey will never discover the 
enormous human potential at their disposal. It is important for bosses to present 
themselves as model of the behaviour they expect from the subordinates. It is 
important to build a culture, which expects nothing but best from the people and sets a 
high value of professional and personal integrity. 
2.11.7.6. Empowerment 
Empowerment is one of the pillars of TQM. The route to customer focus 
passes through empowerment. It is about giving power to other people. Empowerment 
goes beyond delegation and makes the employee "own the jobs" and he is allowed the 
liberty to take independent decisions with responsibility for the consequences, freeing 
people to tackle everyday quality problem is the heart of empowerment. It unlocks the 
door for creativity and free flow of ideas. Which in turn, promote innovative ways of 
service delivery. 
2.11.7.7. Defined system 
A well-defined system and standardised library system leave no scope for 
ambiguity and ensure optimum utilisation of skills and knowledge. A well designed 
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library staff manual covering job description, role elements, responsibility structure, 
role relations, tools and techniques related to each job should define system and 
relieve the librarian and staff from getting involved in routine jobs. 
2.11.7.8. Trust 
All relationships are trust originated and trust-based. Trust results from being 
trustworthy. Trust is built on such factors as reliability, consistence, Respect, Fairness, 
openness. Congruence, competence, integrity, acceptance and character. 
Empowerment can happen only where a climate of trust exists between the librarian 
and the subordinates. An open system, where two-way communications without fear 
exist between the staff and the librarians has to be built to ensure a climate of trust. 
2.11.7.9. Commitment 
Dictionary meaning of commitment' is 'to promise or give your loyalty to a 
particular principle, person, or plan of action'. Commitment implies dependability, 
reliability, predictability, consistency, caring, empathy, a sense of duty, sincerity, 
character, integrity, and loyalty. It is putting the other persons needs ahead of ones 
own. Thus, the commitment depicts the organization and not changing orientation in 
support of one's belief in his principles. Empowerment is as essential for employees' 
involvement as commitment to TQM. 
2.11.7.10. Team Building 
Teams are the means to bring diverse talents, skills, expertise, and experience 
to the problem solving tables. It is based on the philosophy that none of us is as smart 
as all of us. By pooling talent, skills and knowledge teams can come up with solution. 
Each team has sponsor, facilitator, leader and members. 
2.11.7.11. Educations and Training 
In TQM framework Human Resource Development (HRD) shapes capabilities 
to perform present and expected future rules, enhances capabilities (technical, 
managerial, behavioural and conceptual) for the development and exploitation of 
inner potential for personal development and development of organisational culture. 
2.11.7.12. Orgnisational Learning 
Organisational learning is process linked to knowledge acquisition and 
improved performance. Senge (1994) °^ described the learning organization as a place 
"where people continually expand their capacity to create the results they truly desire, 
where new and expensive pattern of thinking are nurtured, where collective aspiration 
is set free, and where people are continually learning how to learn together." 
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Organisational learning refers to learning at the systems rather then at individual 
level. (Chakraborty and Philips, 1996)^' stead that the three pillars of TQM, i.e., 
customer focus, process improvement, and organizational effectiveness are all out 
comes of double loop learning, i.e. relevance loop and performance loop. This loop of 
feedback and action had been known by another name plan-do-check-act (P.D.C.A.) 
cycle. He said that organisational learning provides the framework and TQM provides 
the detailed methodology to put the framework in action. 
2.11.7.13. Job Satisfaction 
Job satisfaction is the expression of the relationship between what one expects 
from the job and what the job provides him. It determines the perception, attitude, and 
behavioural pattern of organisational participants. Quality of work life, which has 
been termed as strategic architecture for TQM, has much to do with job satisfaction 
and productivity. 
2.11.7.14. Innovation 
Innovation is the act of innovating or to effect a change in the established 
order. TQM is an employee-focused approach that uses the creative energy of 
employees and acts as a tool for innovative changes and problem solving activities. 
For reengineering academic library services a user centered approach, customer care 
programmes, overhauling the process, application of state-of-the-art information 
technology, team based work groups and collaboration with computing professionals 
are essential, computerisation of library house keeping operation and networking are 
the innovation for academic libraries. 
2.11.7.15. Communication 
Horizontal and vertical communication is the key to success in libraries. Real 
communication happens when leader sees his man as wirmers or potential wirmers 
and mean them no harm and people feel safe. Top management can alter the 
organisational structure to facilitate effective communication, motivation interaction 
for quality network. 
2.12. Services Quality 
Quality must be defined in terms to which individuals, teams, section can 
relate, identify, and measure that is also appropriate in context. Total qualities in the 
libraries cover the entire gamut of library activities. Being dynamic in nature, it is 
associated with all the products (catalogue, current contents, accession lists, 
bibliographies, handbook, bulletins and also printouts); provision of service; process; 
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people and place (environment) that meet and user exceed user>xp^i9tatians^ jQtfal;^ 
aspect in library service can be based on a global judgment of service'quHlrtjcrEiDrary 
service quality is a precondition for customer satisfaction 
In today's competitive world definition of quality is not simple. A paradigm of 
last ten to fifteen years defined quality as "conformance to requirements". Here the 
requirements are subjective and only defined by the clientele (customer) by the 
expectations and acceptance of product/ service provided. Every service provided 
must be rated to clientele need and expectations. In this context quality may be 
defined as the customer's expectations and requirements. Quality address defects, 
errors and complaints, and goes beyond the traditional values and is every changing. 
TQM is a philosophy and a process whose output yields clientele satisfaction 
and continuous improvement. This philosophy differs from traditional philosophies 
and processes in that everyone in the organization can and must practice it. Quality is 
determined by the customer and the market place and includes all products and 
service attributes. Boarding the concept of quality is the aim of TQM. So that quality 
moves from a product appraisal function to a corporate imperative for excellence and 
the refusal to be satisfied with the status quo. TQM becomes integrated into all 
aspects of the organization identity. Its scope covers all functions including system 
design, production and service. 
2.13. Library Service Quality Dimensions 
Zeithamal, Parasuraman and Berry (1990)'"'^  identified ten dimensions of 
service quality. These were adapted with changes to illustrate the dimensions or 
aspects of quality within library services. 
1. Reliability: Involves delivery of promised library service dependably and 
accurately. 
• Giving correct answers to reference questions. 
• Making relevant information available. 
• Keeping records consistent with actual holdings status. 
• Keeping computer databases as well as manual records up to date. 
• Making sure the overdue notice, fine notices, are accurate. 
2. Responsiveness: Concerns the readiness and timeliness of library staff to provide 
service and information. Making new information available, checking in new journals 
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and newspaper promptly, minimizing computer and manual response time, rush books 
quickly, minimizing turn around time for inter library loan. 
3. Assurance: Refers to the knowledge and courtesy of the library staff and their 
ability to convey confidence. It involves politeness, friendliness as well as possession 
of skills to provide information about collection and services. 
• Valuing all requests for information equally and conveying that sense of the 
worthiness of the enquiry to the patron. 
• Clean and neat appearance of staff; 
• Thorough understanding of the collection. 
• Familiarity with the working of equipment and technology 
• Learning the patrons specific requirements 
• Providing individual attention (go with patron to locate document). 
• Recognizing the regular patron and providing personalized services. 
4. Access: Means that there are sufficient numbers of staff and equipment as well 
as hours of operation. 
• Minimum waiting time in circulation checkout lines. 
• Catalogue and computer are available without waiting 
• Working hours are sufficient to meet expectation 
• Location of the library is central and convenient. 
5. Communications: Means keeping the customers informed in language the can 
understand and listening to them: 
• It involves avoiding library jargon through signs, symbols, etc. 
• Discerning what information a patron wants through negotiation. 
• Developing precise, clear instructions at the point of use within computer 
databases and catalogues. 
• Teaching the patron library skills. 
• Assuring the patron that his/her problems will be handle. 
6. Security: It is the freedom form danger, risk or doubt. It involves physical safety 
within the library and surrounding area, confidently regarding dealing with the 
library. Tangibles include the maintenance of the physical facilities and serviceability 
of the equipment: 
• Customers judge a library as much by its aesthetic as by its services; clean 
appearance of books, furniture and building. 
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• Condition of the building (heating, lighting, cooling) 
• Condition of equipment such as microfilm reader, video set, copiers, computers 
and generators, etc. 
• Impact of other patrons in the library. 
2.14. TQM in Library Services 
The application of the philosophy and principles of TQM in library services is 
very difficult. Before application of the principles of TQM in library services some 
factors to be consider appropriately like the change of attitude or mentality of the 
library personnel; collection development by modem method not by traditional 
method; categorization of customer (User) in terms of their needs; policy making for 
providing quality service to the users' within library limitations; continuous 
assessment of the satisfaction of the users by surveys or bench-mark methods; 
commitment to continuous improvement of quality service: and the last but not the 
least, support by the top management of the library. 
Initially the traditional or conventional attitude of the personnel including 
chief information manager of the library should change to work and providing service 
to the users as and when applied the principles of TQM in library. Every employee 
must be committed to work of his or her best to reach the department objective and 
the library as a whole. Each employee will be able to meet and exceed the user's 
needs for literature. Application of TQM in library required a changed method of 
collection development. In changing method, documents or information should be 
arranged as and when it is required by the users not by half-yearly or yearly and it has 
to be up to date. 
In the TQM framework, the potential users or information searchers expect 
from information manager to receive literature or specific information in the shortest 
possible time, which is most appropriate to the user's requirement. As per the urgency 
of the user's need customer segmentation and a whole set of mentality change of the 
employee are required. 
The application of TQM in library means the application of quality 
management principles in every segment and every operation of the library. It 
requires to decide who are the customers to which a library will serve, assessing their 
needs the method of providing services to each segment of user's who are the 
providers literature, information and the like, keeping in mind it's constraints in terms 
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of capital, employee, collection, technology and databases. For example, a big Public 
Library can categories their customers (Users) as faculty members of different levels 
of institution, research scholars, postgraduate and under postgraduate students, 
general Public of the society e.g politician, doctor, engineer, etc. Considering these 
factors, the policy maker will formulate the strategy on how to provide the quality 
service to users and easy access to document as well as database. 
Successful applications in TQM use national and international standards and 
prevention based, systematic method to enhance value to activities and services. 
Continuous measurement and assessment of the utmost satisfaction of customers are 
required by survey method. For working out standards, different groups for different 
department / sections can be formed involving the people directly related to that work. 
Quality standards are not something, static but dynamic in nature. So, it needs to be 
reviewed and changed over time on the basic of the changing attitude of the test and 
demand of the customer. So, commitment to continuous improvement of quality 
service will go parallel with improvement of quality standards. 
In TQM organization, top management plays a vital role for running the 
organization smoothly as per their objectives. The major functions of top management 
is to formulate decision / policy in the management process, i.e., they are policy 
maker / decision maker. For example, in case of library the chief information manager 
will communicate the formulated quality based policy on the missions and objectives 
of the library to immediately his/her sub-ordinates staff that will ultimately execute it. 
Subordinate staff (e.g. Dy. Librarian & Assistant Librarian) are the executor not 
policy maker and they take all steps to implement accordingly as per the instruction of 
the higher authority. To implement the quality based service policy the deputy or 
assistant Librarian have to arrange for the education and training programmes of the 
shop floor workers, to promote and support participate activities. They act, as 
monitors for progression towards achievement of missions and objectives of the 
improvement quality services should be done by a team constituted for the purpose. 
For this, every employee should give sufficient autonomy to be able to work freely on 
their own initiative for exerting their intelligence and evaluation needs to be carried 
out to identify the extent to which improvement services have been achieved. 
Feedback form the concerned customers (internal and external) should be obtained to 
ascertain their perceptions or reactions towards the product or service. 
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2.14.1. Circulation Services 
This section facilitates issue and return of library materials to authorised patrons is 
available to every library. Though different systems and procedures (manual/ 
computer based) are used for the purpose in different situations, the emphasis to be in 
most of the cases on the security aspect of the lended materials rather than satisfying 
user queries. TQM presupposes that the systems in operation should by and large 
provide for quick and accurate information. 
(i) Where a particular document is at any given point of time, 
(ii) When due for returns / issued 
(iii) Subject wise issue / return statistics 
(iv) User category type 
These are essential indicators, which ensure judicious and optimum use of the 
collection and further enriching the collection. 
2.14.2. Reference / Information Services 
In TQM approach, emphasis is given for optimum quality. Mere statistics have 
no value in terms of quality. It advocates for better services rather then more services. 
Efforts should be made to correct the incorrect responses, to enable the staff to 
understand the specific problems associated with the problems associated with the 
process of providing the services. 
2.14.3. Inter Library Loan Services 
Inter-library loan is an old age concept in librarianship. But the figures in most 
of the cases continue to go down from year to year when, libraries dependence on 
each other is increasing day by day. 
2.14.4. Reprographic Services 
It has been shown that liberal photocopying services rendered by libraries 
have not only minimized document losses, pages, tearing, scribbling, marking etc but 
have also attracted users to the libraries when assured of the document or its 
photocopy. Efforts to provide the services with minimum lead-time and quality copy 
would be the. elements; the TQM approach would be looking for within this service. 
2.14.5. Documentation Services 
TQM advocate all the services useful to the users be in the form of CAS or 
SDI. Also the user community, on the other hand, takes "something is better than 
nothing". This one-way traffic cannot go further when even in the library / 
information environment, competition has crept in from outsiders, customers has 
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become more information conscious and willing to pay for quality information 
products / services. Libraries / information centers can tackle this problem only with 
the efficient TQM Approach. 
2.15. Application of TQM in Acquisition 
The main activities involved in the Acquisition process are; selection, ordering, 
receipts and payments and budget keeping. Libraries generally, select learning 
resources for their libraries on the basis of 
(i) User requests / requisitions 
(ii) Reviews 
(iii) Publisher's catalogue 
(iv) Exhibitions etc. 
If a library customer oriented, then it would give maximum emphasis on 
costumer's need. Normally, it takes a long for a book to be made available to the user 
and paid after it has been supplied. Delays in both the aspects, directly or indirectly, 
affect the customers. Application of TQM in university libraries would advocate that 
documents should be made available in least possible time, to the user as well as the 
supplier is paid promptly, makes enough when costumer's satisfaction is the key 
satisfaction. 
2.16. TQM in Cataloging and Classification 
Cataloging and classification are technical task and if performed with logic 
and user approach in mind, will serve as helpful guides to the customers in retrieving 
his/her document/ information expeditiously. In the present age when powerful 
computer device and integrated library software's are available, it has made call 
numbers more compact. Ease and convenience of the costumers are given top priority 
rather then hold on to age-old traditional approaches. Costumers need not to be fussy 
about punctuation marks and other such little aspect prescribed by catalogue codes 
rather then instruct machines to do all sorts of job for patrons in desired fashion. 
2.17. Barrier factors for TQM implementation in LIS 
The history of TQM in manufacturing shows that there are some barriers in TQM 
implementation. Some of these barriers are common in service sectors including 
libraries. TQM implementation failure has been attributed to two main barriers. The 
first is organizational context, such as a rigid organizational culture that is inflexible 
and a highly bureaucratic organizational structure and authoritarian management 
style. That is, the failures of TQM implementations are due not to external factors but 
to the failure of management to establish a proper system for its implementation. This 
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perspective argues that often managers are not ftilly aware, or perhaps ignore, what it 
takes to implement TQM successfully and achieve high performance. The second is 
the cultural barrier, because TQM implementation involves a paradigm shift in 
management values and attitudes and it should fit the national culture of the firm if it 
is to be implemented successfully. Research on the culture barrier argues that 
management values differ significantly across national cultures, that management is 
culture-specific and that managerial practices, such as TQM, must be tailored to fit 
the local culture. TQM is about transforming an organization's culture, yet with the 
expectation of establishing a quality infrastructure and eliminating middle 
management positions through attrition. It is difficult to make a change in 
organizational structures, as TQM requires institutions to restructure. Resistance to 
change and people's attitudes are primary hindrances to implementing TQM in 
libraries. The other barriers are the problems of finding the money and time for 
training while maintaining current services in the library. Miller and Steams (1994)^^ 
listed the following barriers to the implementation of TQM in libraries: 
(i) Management's fear of the loss control; 
(ii) Employee reluctance to recommend changes because of fear of management; 
(iii) The business and industrial background of TQM might not lend itself to the 
Non-profit sector, including libraries; 
(iv) TQM requires a long-term investment of time over several years as processes 
are analyzed and an organization's culture is changed - this can cause 
resistance; 
(v) Other difficulties in these days of increasing financial and other pressures. 
Other research has focused on individuals within an organization. For 
example, Regeret al. (1994) '^* suggest that each person's response to an idea involves 
the cognitive process of interpretation, attribution and inference. This means that 
managers who propose the idea for quality improvement are convinced that it works 
and assume that employees will think so too. Candido and Morris (2000)^^ describe 
TQM failure as the expression of differing desires, wants, needs and feelings at 
individual levels within the organization. However, the underlying causes of failure in 
the implementation of TQM may go beyond individual beliefs, expectations, 
cognitive processes of interpretation, perceptions, feelings, and desires to more deeply 
rooted unconscious archetypical projections on the part of each individual in the 
organization. 
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CHAPTER 3 
UNIVERSITY LIBRARIES UNDER STUDY 
This chapter deals with the concepts of central university and brief outline the 
university library system in India. It also examines the profile of seven central 
university libraries such as history and background, collections, staff, users and 
present status etc. 
3.1. Concept of University 
University is an institution of higher education and research, which grants 
academic degrees in a variety of subjects. A university provides both undergraduate 
and postgraduate and higher education. The word university is derived from the Latin 
'universitas magistrorum ets cholarium', meaning 'community of teachers and 
scholars'. The original Latin word "universitas", first used in a time of renewed 
interest in Classical Greek and Roman tradition, tried to reflect this feature of the 
Academy of Plato (established 385 BC). The original Latin word referred to places of 
learning in Europe, where the use of Latin was prevalent. If the definition of a 
university is assumed to mean an institution of higher education and research which 
issues academic degrees at all levels (bachelor, master and doctorate) like in the 
modem sense of the word, then the medieval Madrasahs known as Jami'ah (university 
in Arabic) founded in the 9"^  century would be the first example of such an 
institution. 
3.2. Growth and Development of University 
Although each institution is differently organized, nearly all universities have 
a board of trustees; a president, or reactor at least one vice president, vice chancellor, 
or vice-rector; and deans of various divisions. Universities are generally divided into a 
number of academic departments, schools or faculties. Public university systems are 
ruled over by government run higher education boards. They review financial requests 
and budget proposals and then allocate funds for each university in the system. They 
also approve new programs of instruction and cancel or make changes in existing 
programs. In addition, they plan for the fiirther coordinated growth and development 
of the various institutions of higher education in the state or country. However, many 
public universities in the world have a considerable degree of financial, research and 
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pedagogical autonomy. Private universities are privately funded and generally have a 
broader independence from state policies. 
Despite the variable policies or cultural and economic standards available in 
different geographical locations create a tremendous disparity between universities 
around the world and even inside a country, the universities are usually among the 
foremost research and advanced training providers in every society. Most universities 
not only offer courses in subjects ranging from the natural sciences, engineering, 
architecture or medicine, sports sciences, social sciences, law or humanities. In 
addition, universities have a range of facilities like libraries, sports centers, students' 
unions, computer labs and research laboratories. In a number of countries, major 
classic universities usually have their own botanical gardens, astronomical 
observatories, business incubators and university hospitals. 
The universities of India play a very important role not only in the sustenance 
of a just and vibrant society but also in the continuation of its rich democratic 
tradition. In fact a few universities in India are playing an excellent job of producing 
enlightened citizens for the nation. But with the growth of the economy, the Indian 
Universities and other institutes of higher education have faced with a new challenge. 
This is to provide qualified and skilled professionals to the burgeoning 
industries and corporate houses. As India is already very large in terms of population, 
the need of the hour is to transform the unproductive human resources to productive 
human capital. This again calls for making quality and relevant higher education 
accessible to a large section of the population and huge investment in the education 
sector. Realizing the urgent need of revamping the Indian higher education system, 
the Ministry of Human Resources Development has proposed to establish 8 new 
Indian Institutes of Technology, 7 Indian Institutes of Management and 30 central 
universities under the 11th five-year plan. Out of these 30 central universities, 14 
would be the world class universities. 
3.3. Types of Universities 
In the higher education sector, universities are classified into four types 
depending on the maimer in which they were set up. These are: State Universities, 
Deemed Universities, Private Universities, Open Universities and Central universities 
3.3.1. State Universities 
Universities set up or recognised by an act of the state legislature are known as 
state universities. State governments are responsible for establishment of state 
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universities and provide plan grants for their development and non-plan grants for 
their maintenance. The UGC makes budgetary plan allocation for state universities. 
3.3.2. Deemed Universities 
The status of a deemed university is accorded by the UGC. Section 3 of the 
UGC Act, provides for the conferring of this status of autonomy granted to high 
performing institutes and departments of various universities in India. Deemed 
university status enables not just full autonomy in setting course work and syllabus of 
those institutes and research centers but also allows it to set its own guidelines for the 
admission, fees and instruction of the students. 
3.3.3. Private Universities 
A private University is an institution of higher learning established through a 
state or central act by a sponsoring body, such as a society registered under the 
Societies Registration Act, 1860, or any other corresponding law for the time being in 
force in a state or public trust or a company registered under section 25 of the 
Companies Act, 1956. 
3.3.4. Open Universities 
The Open University is the distance learning university. It is notable for having an 
open entry policy, i.e., students previous academic achievements are not taken into 
account for entry to most undergraduate courses. 
3.3.5. Central Universities 
Central Universities are set up by an act of parliament. The president of India 
is a visitor at all central university. The University Grant Commission (UGC) is the 
agency that provides funding for maintenance and development of these universities. 
3.3.5.1. Central Universities in India 
While other universities in the country are established by the State 
Governments, the Government of India, by an Act of Parliament, forms a Central 
University in India. The Government of India is responsible for arranging, allocating 
and distributing financial resources required by the University Grants Commission 
(UGC) for the establishment of Central Universities in India. The higher education 
system in India being one of the largest in the world, the responsibility rests on the 
Central Government to devise policies with a view to improving the quality of higher 
education in India. Improving the quality and access of higher education and research 
in India has become all the more important keeping in view the growing need of 
qualified human resources in various sectors of the economy. The Central Advisory 
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Board of Education (CABE) has therefore been constituted to assist in the functioning 
of the two Governments and ensure that parity is maintained. The Central 
Government has also been empowered by a special act of the constitution to maintain 
a particular standard conducive to the educational health of the country. The Central 
Government lays special emphasis on research and development carried out in 
technical as well as other institutions. 
3.3.5.2. Special Features of Central Universities 
The President of India acts as the 'Visitor' for all the central universities. The 
President has the power to nominate a few members to the Executive 
Committee/Board of Management/Court/Selection Committees of the University in 
terms of the various statutes and provisions laid down in the University Act. The 
Ministry of Human Resources and Development (MHRD) assists the President of 
India in the appointment of Vice Chancellors. The central universities of India 
existing till 2003 have been listed as under: 
1. Aligarh Muslim University, Aligarh 
2. Allahabad University, Allahabad 
3. Assam University, Silchar 
4. Babasaheb Bhimrao Ambedkar University, Lucknow 
5. Banaras Hindu University, Varanasi 
6. University of Delhi, Delhi 
7. University of Hyderabad, Hyderabad 
8. Indira Gandhi National Open University, New Delhi 
9. Jamia Millia Islamia, New Delhi 
10. Jawaharlal Nehru University, New Delhi, 
11. Mahatma Gandhi Antarrashtriya Hindi Vishwavidyalaya, Arvi 
12. Manipur University, Imphal 
13. Maulana Azad National Urdu University,, Hyderabad 
14. Mizoram University, Aizawl 
15. Nagaland University, Kohima 
16. North Eastern Hill University, Shillong 
17. Pondicherry University, Pondicherry 
18. Sikkim University, Yangang 
19. Tezpur University, Tezpur 
20. Visva Bhirti University, Bolpur Shanti Nikatan 
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3.4. University Library System 
The world has witnessed several information revolutions in the past. The first 
was 6000 years ago when writing was invented, which made the way for the 
development of manuscripts. The second information revolution took place in 1300 
BC, when the first written book was published. The third information revolution 'the 
invention of printing press' in 1455 AD initiated a new form of revolution called the 
document revolution. The Guttenberg's invention brought vast quantities of uniform 
inexpensive reading materials to the mass. This led to the development of agencies to 
collect, store and circulate the printing materials to the needy public. These agencies 
are called libraries. Libraries began as a place where all the cultural and scientific 
records of the early societies were kept. Archives and libraries were maintained from 
as far back as third millennium BC. The greatest library of the ancient times was the 
one at Alexandria. The libraries have transformed drastically from the storehouses for 
books and journals to the powerhouses of knowledge and information since the 
middle of the 20"^  century. The information and communication technology, which is 
responsible for this revolution has drastically changed the organization, management 
and functioning of modem libraries. Modem libraries are increasingly being redefined 
as places to get unrestricted access to information in many formats and from many 
sources. In addition to providing materials, they also provide the services of 
specialists, librarians, who are experts at finding and organizing information and at 
interpreting information needs. More recently, libraries are understood as extending 
beyond the physical walls of a building by including material accessible by electronic 
means, and by providing the assistance of librarians in navigating and analyzing 
tremendous amounts of knowledge with a variety of digital tools. According to S.R. 
Ranganathan "A library is a public institute or establishment charged with the care of 
a collection of books, the duty of making them accessible to those who required the 
use of them and the task of converting every person in its neighborhood into a 
habitual library goers and readers of a books" thus a library is regarded as a public, 
institution which is also expected to convert the potential readers into actual readers 
A university library has been described as the heart of a university which 
circulates the life blood through the arteries of the whole university body by 
dissemination of knowledge through improved methods of communication of 
information to its clientele. Since a university library has been regarded as the heart of 
a university, organisation and administration of university libraries in India, it is quite 
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necessary to assess and study the aims and objectives of university education in their 
proper perspective. Keeping in view objectives of higher education in the country, the 
university library system has to shoulder onerous responsibilities. University Libraries 
deal with mainly Post Graduate students. Research Scholars and teachers. The main 
objectives of a modern University is imparting advanced knowledge to Post 
Graduates in different fields and providing necessary facilities to carry out research 
activities in specialized fields of knowledge with a view to gather new knowledge. 
University libraries can help the students and the scholars in their fields of activities 
by organising knowledge, by making the knowledge accessible through catalogues, 
indexes and bibliographies, by personal service attention and advice. Libraries are 
needed in any country for the enrichment of knowledge of its citizens and to provide 
new scientific information to the scholar and to scientific information to the scholar 
and to satisfy the intellectual needs of the education at all stages of life by providing 
facilities to keep him well informed and update professionally. 
3.4.1. Objectives of University Library 
The library aims at providing the necessary information and making them 
available to all the beneficiaries in the appropriate time. Generally, the objectives of 
library depend upon the types of library. The objectives of library are fulfilled through 
the functions and operations. A library should provide for lifelong self education. 
Information/documents on all subjects including local, national, international affairs 
to serve economic political and social welfare. Proper use of leisure, advancement of 
culture and preservation of literary heritage for posterity. 
3.4.4. Collection of University Library 
Building a library collection, which should be able to meet the needs of the 
teachers, students and research scholars adequately, is the major task of a university 
library. The collection sources of university library can be categorized under primary, 
secondary and tertiary. Periodicals, journals, patents, standards, dissertations, research 
reports, conference proceedings and technical bulletins come under the primary 
sources. Secondary periodicals, abstracting journals, indexing periodicals, books, 
encyclopedias, dictionaries, directories, yearbooks, monographs, and bibliographies 
etc are the secondary sources, whereas bibliography of bibliographies catalogues of 
catalogues, list of encyclopedias, list of abstracting and indexing journals and guide to 
literature etc, are the categorized under tertiary sources. 
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3.4.5. Services of University Library 
Among the services provided by the university libraries, reference, circulation 
and inter library loan are the most common; these services are being provided by 
more than 95% of the libraries. The services to be provided by university library are 
lending service, provision of general and specific information, compilation of 
bibliographies, inter library loan, assistance in location of documents readers advisory 
service, document delivery service, documentation service, maintenance of clippings, 
reference service, referral service, reprographic service, translation service, extension 
service, display of new addition, literature search, bibliographic instructions and 
library orientation. 
3.4.6. Function of the University Library System 
Keeping in view these objectives of higher education in the country, the 
university library system has the onerous responsibilities. In order to achieve the 
objectives of university education, university libraries should redesign their activities 
in such a way that they may prove to be significant partners in 'conservation of 
knowledge and ideas, teaching, research, publications, extensions and services and 
interpretation of results of research. 
The basic function of the library is educative. Realising the importance of 
libraries in the fulfillment of objectives of higher education, the UGC advocated that 
he library is the central place to all university's work; directly so as records its 
research work and indirectly as regards its educational work, which derives its life 
from research work. This is because the library tries to translate the objectives of the 
university. The library has to support the teaching and research of the university. 
LIBRARY UNDER STUDY 
The present study on Total Quality Management in Central University 
Libraries of India. The problem deals with the application of TQM process, principles 
in central university library systems and to measure the user's perception about the 
quality of services. The study includes only seven central university libraries in India 
namely: Maulana Azad Library, Aligarh Muslim University,(Aligarh); Sayaji Rao 
Gaekwad Central Library, Banaras Hindu University,(Banaras); Central Reference 
Library, University of Delhi, (New Delhi); Dr Zakir Husain Central Library, Jamia 
Millia Islamia,(New Delhi); Central Libraray, Jawaharlal Nehru University,(New 
Delhi); Central library, North-Eastern Hill University,(Shillong); and Central 
Library, Visva Bharti University,(Bolpur Shanti Niketan). 
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3.5. ALIGARH MUSLIM UBIVERSITY, ALIGARH 
3.5.1. About the University 
Aligarh Muslim University (A.M.U) is a premier central university in India. In 
the 19th century. Sir Syed Ahmad Khan created a modem educational institution that 
first as M. A.O. College and then since 1920 as Aligarh Muslim University, which has 
been the path breaker in bringing Muslim to modem scientific fields and education. 
Sir Syed deemed it necessary to make some special arrangement for their education. 
Aligarh's "culture of decency" has a compelling appeal. 
3.5. 2. Maulana Azad Library 
Maulana Azad Library is one of the largest University Library of Asia with 11, 
46,281 books/documents. The foundation of the Library was laid in 1875 when Sir 
Syed Ahmad Khan, a great social reformer of his time. Lord Lytton laid the 
foundation stone of the Library. The Library was originally named as Lytton Library. 
In 1960 was inaugurated by Late Pandit Jawaharlal Nehm, Prime Minister of India 
and was named as Maulana Azad Library, after the name of Maulana Abul Kalam 
Azad, the great educationist, statesman and the first Education Minister of 
independent India. The present grand seven storied building surrounded by 4.5 acres 
of land. The Oriental Division of Maulana Azad Library comprising of about two lakh 
printed books and periodicals including 10,000 items belonging to rare category in 
Urdu/Persian/Arabic/Hindi and Sanskrit forms the most significant part of the 
collection. Donations received from great bibliophiles and literary persons are 
designated as special collections by the names of their donors. The Urdu collection 
with more than one lakh books on almost all aspects of Indian Life and Culture forms 
the largest part of Oriental Division. One of the most priced collections of the library 
is its collection of about 16000 rare manuscripts. Several royal decrees of Mughal 
emperors namely Babur, Akbar, Shahjahan, Aurangzeb, Shah Alam etc. and also 
translation of Sanskrit works such as Bhagwad Geeta, Mahabharata and Leelawati in 
Persian by Abul Faiz Faizi, a scholar in the court of Moghal Emperor Akbar are some 
of the highlights of the manuscripts collection of this Library. M.A. Library is fully 
automated with LibSys software and using 3M security systems. 
3.5.3. Library Hours 
M.A. Library remains open for 18 hours a day on all days except a few 
national and religious holidays. During examination period opening hours of library 
are further extended for 20 hours a day. M.A. Library is highly used library where 
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various users, i.e.. Students, research scholars, faculty members, outsiders as guest 
members etc. visit the library. Being a residential university, a large number of 
students utilize resources of the library. 
3.5.4. Library Collections 
The collection consists of books, periodicals, pamphlets, manuscripts, 
paintings and photographs etc. The oldest manuscript owned by the library is more 
than fourteen hundred years old. It is a fragment of the Holy Quran transcribed by 
Hazrat Ali, the fourth caliph of Islam and is written on parchment in Kufi script. 
Another rare collection is the Halnama of Beyazid Ansari, no copy of which is 
available anywhere else in the world. The Library has a sizeable collection of early 
printed books in various languages. The most outstanding among them is the Latin 
translation of the celebrated Arabic work on optics, opticam prafatis, by Ibn-al-
Haitham (965-1039) published in 1572. There are several farmans (decrees) of the 
Mughal kings like Babur, Akbar, Shahjahan, Shah Alam, Shah Alamgir, Aurangzeb 
etc. Another prized possession of the library is a "Shirt" on which the whole Quran is 
inscribed in.kufi script. This shirt is believed to have been worn by a warrior of 
Mughal army. Among the large collection of Mughal paintings is the painting of Red 
Blossom, which is magnum opus of Mansoor Naqqash, the celebrated court artist of 
Emperor Jahangir. Some valuable Sanskrit works translated into Persian have also 
been preserved in the library. Other possessions worth mentioning is the Ayurved in 
Telugu and the Bhasa's in Malyalam script written on palm leaves. Abul Faiz Faizi, 
an eminent scholar of Akbar's court translated several Sanskrit works into Persian, 
such as Maha Puran, Bhagvat Gita, Mahabharat and Lila Wati, these are available. 
(i) Manuscripts: The library has 15162 manuscripts mostly in Persian and 
Arabic language pertaining to almost all disciplines and Research scholars 
pursuing their studies in Persian, Arabic, Urdu, History, Islamic Studies can 
use them and digitisation of these manuscripts is in progress through CD A 
(ii) Urdu Collection: The library has the largest collection of Urdu literature 
specifically the Periodicals of 19"^  century in Urdu language that are very 
frequently consulted by research scholars and readers pursuing their studies 
in Urdu literature. Journalism and History etc. 
(iii) Reference Collection: The library has a specialized collection of reference 
books like Dictionaries, Encyclopedias, Guide books. Census publications. 
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Biographical Sources, Geographical sources. Atlases, Gazetteers, Maps, 
Statistical information, etc. 
(iv) Microfiche Collection: The library has substantive number of microfiche 
pertaining to documents of historical importance, 
(v) Microfilms Collection: Quite a good number of microfilms of printed books 
and manuscripts are also available in the library, 
(vi) Rare Books, Arts Books & Theses Collection: The Library has a very large 
collection of rare books published in 18* and 19"^  century, 
(vii) Phonodiscs and Phonorecords: The Library has a fine collection of 
phonodiscs of concerts, instrumental music, orchestral music, rhapsodies, 
sonateas, symphonies, etc. as well as phonodiscs of eastern music including 
the performance and recordings of the eminent personality, 
(viii) Print and Online Journals: Library procures more than 1188 journals 
including about 490 foreign journals and 698 Indian journals, 
(ix) Other Collections: Sir Syed Collection, Ghandhiyan Collection and Aligarh 
Collection were also important collections of M.A. Library. 
3.5.5. Library Services 
M.A. Library provides number of services to the users some of these services 
are noted below: 
3.5.5.1. Circulation Service: The Readers can make use of books and other reading 
material by use of resources within library and borrowing of books. Various categories of 
users, i.e.. Undergraduate, Postgraduate Students, Research Scholars, Faculty Members 
and Non-Teaching Staff may borrow the books. 
3.5.5.2. Reference Service: Reference service is the most important service from the 
point of view of readers. Library has sufficient trained staff to help readers in locating 
the documents required by them. Library helps the reader by assisting research 
scholars in selection of topics for research and subsequent assistance by providing 
various reference tools. Helping the users in how to use/ locate the material and 
reference tools, i.e.. Encyclopedias/dictionaries/biographies/year book/directories etc. 
The Library has further strengthened its reference division by procuring new editions 
and entirely new reference tools during current year. 
3.5.5.3. Bibliographic Services: M.A. Library also provides bibliographic services to 
the faculty members and research scholars on demand. The staff of research division 
prepares such bibliographies on request of research scholars. 
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3.5.5.4. Documentation Services: MA library has also provides documentation 
services, it has published two bibliographies in the recent past. One is Sir Syed and 
Aligarh Movement: a select bibliography. Other is Abul Kalam Azad: an annotated 
subject bibliography. Library is also bringing out following regular publication. M.A. 
Library Documentation Service (Urdu) a quarterly index to Urdu periodical Literature 
received in Library. 
3.5.5. 5. Current Awareness Services (CAS): The Library had started this service as 
Content Page Service. Contents of all new issues of journals received in the library 
are being photocopied before transfer to respective department and this is sent to 
various departments. It is being widely appreciated. Digitization of Manuscripts and 
Printed Rare Book Material Library has started digitization of manuscripts and some 
rare printed material. In this respect, library digitized around 150 manuscripts and 
rare printed bi-lingual publication brought out by Sir Syed Ahmad Khan, i.e., Aligarh 
Institute Gazette from 1864-1922. It has also digitized all files of Tehzibul Akhlaq. 
3.5.5. 6. On Line Journals Service : Maulana Azad Library has established on-line 
journals lab with 20 nodes. It is connected with the main server of Computer Center 
through optical fiber. They are getting around 4,000 on-line journals under UGC-
Infonet programme. About 300 on-line journals are available under free on-line 
scheme of various publishers. 
3.5. 5. 7. Inter Library Loan Service: The Library obtains the required document on 
Inter Library Loan if it is not available in the library. It also offers the documents to 
other libraries on Inter-Library Loan. 
3.5.5.8. Extension Services: MA library provides extension services through 
exhibition of Book/Photographs on various occasions. 
3.5.6. Library Staff: At present, Maulana Azad Library has 01 Librarian-Incharge, 
04 Deputy Librarians, 01 Curator, 18 Assistant Librarians, 01 Information Scientist, 
16 Professional Assistant, 38 Semi-Professional Assistants, the total number of staffs 
at present is 123. 
3.5.7. Division/Sections 
3.5.7. L Manuscripts Division: The Manuscript Division is the most prestigious 
division of the M.A.Library. Manuscripts are invaluable for the scholars in the 
academic world. These manuscripts are consulted with the permission of University 
Librarian within the Division. The manuscripts are kept under security with 
continuous vigil in air-conditioned environment. 
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3.5.7. 2. Oriental Division: Oriental Division is also very im^rt^ht>^ivision.i)f*fljh! 
Library, consisting of following sections, i.e., Urdu, Arabic, Per§raft,-Jffiafir'and 
Sanskrit. The Division is very rich in collection. 
3.5.7. 3. Reprographic Section : The main purpose of reprographic section is to help 
in achieving objectives of the Library. This section xeroxed copies, scanned and 
prepared CD's for exposures and colour exposures were prepared on the occasion of 
exhibitions, functions and visiting dignitaries. 
3.5.7.4. Binding Section: Binding Section supports the library indirectly. It bounds 
documents, i.e., books, journals, newspapers, test/examination papers etc. 
3.5.7.5. Online journal Section: The library provides the whole university campus 
wide access to online journals through a well-equipped computer lab. M.A. Library 
has setup computer section to keep pace with the modern times. The Library acquired 
LIBSYS Software package, for computerization purposes. Library now has about 80 
IBM P-IV and a new IBM Server X-320 series with high configuration. 
3.5.7.6. Digital Library Center: Digital Resources on many subjects are made 
accessible through a Digital Resource Center, established in January 2009 in the 
Library. Presently 10 systems have been providing to make it a gateway to Digital 
Resources. It provides access to dictionaries, encyclopedias, census and different 
electronic resources trough server. 
3.5.8. Library Security System: M.A Library implemented the 3M Library Systems 
to improve the efficiency, productivity and customer service of their libraries by 
offering security, productivity and information management solutions that harness 
technology to help create a more human library, one that allows librarians to spend 
more time helping people. The present system of CCTV is also a boon for the security 
of the invaluable collection of manuscripts, as in case of any intrusion in odd hours; 
the system will send messages to three authorized persons. 
3.6. BANARAS HINDU UNIVERSITY 
3.6.1. About the University 
Banaras Hindu University ranks among the first few in the country in the field 
of academic and research output. BHU has two campuses, 3 institutes, 16 faculties, 
140 departments, 4 advanced centers and 4 interdisciplinary schools. The University 
is making its mark at the national and international levels. BHU today has nearly 
twenty thousand students including 2000 research scholars and 650 foreign students 
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from 34 nations. Banaras Hindu University is an internationally reputed 
temple of learning, situated in the holy city of Varanasi. This Creative and irmovative 
university was founded by the great nationalist leader, Pandit Madan Mohan 
Malviya, in 1916 with cooperation of great personalities like Dr Annie Besant. 
Banaras Hindu University was created under the Parliamentary legislation BHU 
Act 1915. 
3.6.2. Sayaji Rao Gaekwad Central Library of B.H.U 
The Banaras Hindu University Library system is one the largest University 
Library System in the country, germinated from a small but precious collection 
donated by Prof P.K. Telang in 1917. Library was also shifted to the Central Hall of 
the Arts College (now Faculty of Arts) and then in 1941 to its present majestic 
building built with the munificent donation from Maharaja Sayajirao Gaekwad of 
Baroda, on the pattern of the great library British Museum of London on the 
suggestion of Pandit Madan Mohan Malaviya, the founder of university. In 1931, 
library grew by leaps and bounds with magnificent donations of personal and family 
collections from many eminent personalities and families like Lala Sri Ram of Delhi, 
Jamnalal Bajaj of Wardha, Roormal Goenka, Batuk Nath Sharma, Tagore Family 
collection, Nehru Family collection, etc. amongst a score of others and purchase of 
books and journals out of the regular fund with the result that it has a collection of 
around 60,000 volumes. The trend of donation of personal and family collection to the 
library continued as late as forties with the result that it has unique pieces of rarities of 
books and journals dating back to 18th century. With this sound footings and 
background, the library took long strides during sixties and seventies in its 
development and metamorphosed in a system of libraries with the establishment of 
institute, faculty and departmental libraries during the period. Presently, the Banaras 
Hindu University Library System consists of Central Library at apex and 3 Institute 
Libraries, 8 Faculty Libraries, 25 Departmental Libraries, with a total collection of 
over 10,46,064 lakh volumes to serve the students, faculty members, researchers, 
technical staff of fourteen faculties consisting of 126 subject departments of the 
university. 
3.6.3. Library Hours 
Library opens 359 days in a year. It remains open generally for 11 hours in a 
day. During Sunday/Holidays open hours of library are only for seven hours. SRG 
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Library is highly used Ubrary. Being a residential University a large number of 
students utilise resources of the library. 
3.6.4. Library Collections 
Recognizing the role of library and information services in meeting the 
requirements of the University's academic and research programmes, the library 
purchases books and other information resources related to the courses offered by the 
University. Library has adequate number of information resources to satisfy the 
information need of library users. A separate periodical section has recently been set 
up for students and faculty members. The library has stock 10, 46,069 books, 990 
current journals. It has 27583 bound periodicals. Library provides the facilities up to 
access the electronic journals. Other prominent collections are manuscripts, Ph.d 
theses (700). Other collections are CD, DVD (510), paintings (700) and e-Journals 
has 9699. 
3.6.5. Library Services 
The Sayaji Rao Gaekwad Central Library BHU categories the services in two 
types. First, library provides "Inside the Library Study facility" for Research Journals, 
Books, Ph.D theses, UN and Govt. Publications, Text Books, Reference Books, etc. 
However, through "outside the Library Study facility", user can be provided lending 
for home study departmental study. 
3.6.5.L Information Services: Library provides Information Services through 
DELNET and INFLIBNET. 
3.6.5.2. Reprographic Service: The Reprographic Section of the Library is equipped 
with four photocopying machines. Photocopy of periodical articles and parts of books 
are made available to the readers at a nominal rate. 
3.6.5.3. Internet Facility: Internet connectivity with 12 nodes has been provided for 
the use of teachers, researcher and undergraduate and postgraduate students of the 
university for browsing of websites and databases, of their interest. 
3.6.5.4. Electronic Database and Online Journals: SRG Library is a part of UGC-
INFONET and INDEST Consortia for e- journals subscription. SRG library is having 
access to about 4000 online journals and databases. It includes publications of 
American Chemical Society, Royal Society of Chemistry, Nature, Science, Science 
Direct (Elsvier), Project Muse ( Social Science & Humanities), Emerald, Institute of 
Physics, American. Institute of Physics, American Physical Society (AIP/APS), 
Cambridge University Press, Springer, Kluwer online publications, etc. BHU is 
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having access to databases like Chemical Abstracts and Biological Abstracts. The 
access is available to all users through campus network of BHU. 
3.6.5.5. Electronic Document Delivery Services : To fulfill the information needs of 
the end user through information/document supply library has document delivery 
service, which is new service initiated by INFLIBNET in collaboration with other six 
university libraries which are well known for their strong collection base and 
commitment to provide timely service. 
3.6.5.6. Library Staff: At present, Sayajiroa Gaekwad Central Library has sanctioned 
positions of 01 Librarian Incharge, 05 Deputy Librarians, 12 Assistant Librarians, 01 
Information Scientist, 14 Professional Assistant, 34 Semi-Professional Assistants, 45 
Library Attendants, 01 Binder and 17 other workers such as Safaiwalas, Chokidars, 
daily wagers and skilled and unskilled supporting staff. 
3.6.5.7. Institutional Membership : Sayajiroa Gaekwad Central Library is the 
member of DELNET and INFLIBNET Programme. 
3.6.5.8. UN Depository Library for UN Publications: The Central Library has a 
Depository Library for publications of the United Nations and its agencies. After the 
scheme of depositing (free of cost) ceased in 1973, the library continued to obtain 
U.N. publications by way of depository library subscription scheme and select 
purchases. This is a unique feature of this library. 
3.7. JAMIA MILLIA ISLAMIA 
3.7. L About the University 
Jamia Millia Islamia, an institution originally established at Aligarh in India in 
1920. Maulaha Mehmud Hasan laid the foundation stone of Jamia Millia Islamia at 
Aligarh on Friday 29 Oct 1920.Hakim Ajmal Khan, Dr. Mukhtar Ahmed Ansari and 
Abdul Majeed Khwaja supported by Gandhiji, shifted Jamia fi-om Aligarh to Karol 
bagh in New Delhi in 1925. In 1928 the leadership of Jamia moved into the hands of 
Dr. Zakir Hussain who became its Vice-Chancel lor. In 1936 Jamia was shifted to new 
campus at Okhla. On 4 June 1939, Jamia Millia Islamia was registered as a society. In 
1962, the UGC declared the Jamia 'deemed to be university'. By a special act of the 
parliament, Jamia was made a central University of India in December. 1988. It has 
six faculties, Jamia and number of centers of learning and research. The Jamia is also 
marching ahead in the field of information technology. Apart from this, the Jamia has 
a campus vvide network, which coimects a large number of its departments and 
offices. 
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3.7.2. Dr. Zakir Husain Library 
Dr. Zakir Husain library was established in 1920. The library was started first 
with a small collection donated by Maulana Mohdl Ali Jauhar. The library named Dr. 
Zakir Husain library in 1973 on the name of the former Vice-Chancellor of Jamia 
Miliia Islamia and former president of India. Dr. Zakir Husain Library is the central 
library of the Jamia library system, which includes various faculty libraries. The 
existing building covers an area of 22,900 sq. ft. A new central library building has 
been sanctioned and shall shortly be constructed with a total covered area of 1,06,850 
sq. ft. The building has been designed to reflect the Jamia contemporary image and 
accommodate the ever-increasing demands of the modem library system. 
3.7.3. Library Hours 
Opening hours of library are divided accordingly to season. 
Aug-Oct 09:00 a.m - 10:00 p.m. 
Nov-Feb 09:00 a.m — midnight 
Mar- May . 09:00 a.m ~ 02:00 a.m. 
Jun - July 09:00 a.m - 09:00p.m. 
3.7.4. Library Collection 
Dr. Zakir Husain Library has total collection of 3.44 lakhs books and bound 
volumes of periodicals, 2000 manuscripts, and 1100 theses. It subscribes to 649 print 
journals, and provides access to 6,000 e-joumals. The collection caters to the teaching 
and research programmes of all of Jamia's teaching departments and research centers. 
It has a textbook Section of about 8,000 books. These are reserved books, which are 
made available for consultation/overnight issue. 
3.7.4.L The Mohibbul Hasan Reference Collection: It comprises more than 5000 
books in English, Arabic, Persian and Hindi, which covers encyclopedias, 
dictionaries, handbooks, almanacs, yearbooks, biographical sources, and E-reference 
sources. 
3.7.4.2. Print Journals: Library subscribes 649 journals one of these 166 journal 
subscribe international and receives 53 periodicals as gift / exchanges. 
3.7.4.3. Urdu Collection: Collection of 30,000 books on life and literature, history 
and culture, medicine and science are available in urdu. All Urdu publications of 
Maktaba Jamia, Idara-e Taleem-o-Taraqqi, NCPUI, etc. are available. Rare 
collections on Hinduism, Sikhism, and Jainism compiled in Urdu. 
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3.7.4.4. Arabic Collection: Dr. Zakir Husain library has 5,000 collections on Arab 
literature as well as reference material. 
3.7.4.5. Hindi Collection: Collection of 25,000 books on literature and also writings 
of Prem chand, Mahadevi Verma and other hindi collection are available. These 
Collection data can be accessed through online catalogue. 
3.7.4.6. Manuscripts: Library has more than 2000 manuscripts on subjects like 
astronomy, astrology, music Quamic studies, Sufism, logic, philosophy, Unani 
medicine, mathematics. Oriental Studies, and Hinduism. These are in Arabic, Persian, 
Urdu, Pasto, Punjabi and Brij Bhasha, and pertain to the period 1591-1922 AD. 
3.7.5. Library Services 
Dr. Zakir Husain Library provides the following services to its users: 
3.7.5.1. Lending Service; The library has made available the borrowing facilities of 
books between 9:00 am to 4:30 pm. 
3.7.5.2. Reading Room Service: Reading and studying facility for textbook 
collection is made available within the reading halls. The separate reading halls for 
scholars / teachers and PG students are available. 
3.7.5.3. Orientation Programmes: Individual and group orientation programmes are 
available fordigital resources and services. 
3.7.5.4. Document Delivery Service: Library provides Document Delivery Service. 
3.7.5.5. Photocopy Service: The library provides photocopy services through private 
contractors. The services are located as a separate unit next to main entrance of the 
textbooks section. 
3.7.5.6. Inter Library Loan Service: The library offers inter library loan service to 
its users for the books, periodical and articles that are not available in the library. This 
service is provided on No profit-No loss basis and expected to be prompt. The library, 
in turn also lends its resources to the libraries of other government and academic 
institutions. Library has institutional memberships of Delnet, British Council 
Division, American Centre Library and Inflibnet. 
3.7.5.7. Document Procurement Services: Document procurement services can be 
made available form American Center Library, British Council Library, DELNET and 
INFLIBNET. 
3.7.5.8. Internet Service: Library has introduced Internet service from 2003 to the 
bonafide members of the library. 
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3.7.5.9. Reference Service: The library maintains a separate reference collection 
consisting of fast finding tools such as almanacs, atlases, biographical and language 
dictionaries, directories, handbooks and statistical compilations, encyclopedias, 
technical data, maps, films etc. The reference books are not issued but consulted 
within the library. The library provides the reprographic service in this section also. 
Reference services provides assistance with factual and research questions, subject 
guides on finding and using materials and Library instructions and research 
consultation. 
3.7.6. Library Staff 
Dr. Zakir Husain Library has 01 Librarian, 01 Deputy Librarian, 06 Assistant 
Librarians, 01 Information Scientist, 14 Professional Assistant, 09 Semi-Professional 
Assistants, 18 Library Attendants etc. 
3.7.7. Computerisations 
Library's LAN is linked to the fibre-optics backbone of Jamia's campus-wide 
WAN. The LAN has an Compaq Proliant server based. There are 11 laser printers, 02 
bar-code label printers, 01 card printer, 06 hand-held bar-code scarmers, and four flat-
bed scanners operational at the related service points. 
3.7.7.1. OPAC 
OP AC the card catalogues have been replaced by computer based Online 
Catalogue in the library of JMI. The Online Catalogue is placed at the entrance lobby 
of the main building and the users can search the relevant documents by using OPAC 
terminals that have been placed there.. 
3.7.7.2 Digital Resource Centre 
Dr.Zakir Husain Library has launched the digital information resource centre 
for the Jamia Millia's academic and research community. It provides the access to 
databases of electronic resources to the bonafide members. These services are 
available through intranet. The databases of electronic resources are constantly 
reviewed and updated according to the growing needs of the Jamia community. 
Orientation programmes on use of digital information resources are periodically 
conducted. Presently 100 systems have been providing to make it a gateway to Digital 
Resources. It provides access to 6,000 peer-reviewed scholarly e-joumals in the 
various fields. 
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3.7.7.3. Internet Facility 
The library is providing the facility of Internet access to the bonafide members 
of the library. The Library receives Content (TOC and indexed bibliographic records) 
from Informatics (India) electronically by FTP or e-mail every week. 
3.8. JAWAHARLAL NEHRU UNIVERSITY 
3.8.1. About the University 
Jawaharlal Nehru University is located in New Delhi, the capital city of India. 
Named after Jawaharlal Nehru (the first Prime Minister of India), it is a premier 
university in India. JNU was established in 1969, by an act of parliament, with the 
objective of promoting the study of principles of national integration, social justice, 
and secularism, democratic way of life, international understanding and scientific 
approach in solving the problems of society. Over the years, it has been a model 
university in- terms of academic excellence. The university from the very beginning 
was meant to be a centre for Third World studies. The objective of the university has 
been to promote research and teaching leading to the increasing engagement of its 
students and teachers in higher level academic work and national and international 
policy making. 
3.8.2. Central Library of J.N.U. 
The library is located at the heart of academic complex. It has a carpet area of 
about one lakh. Sq. ft. A typical floor has a carpet area of about 6000 sq. ft. and the 
Ground Floor 50,000 sq. ft. Library is housed in a nine-story building. Being in the 
middle of the academic complex, it is easily accessible from all the School/ Centres in 
the academic complex. The Library has a total collection of 5,50,595 lakhs, which 
includes books, serials, non-book materials etc. The Library subscribes to 965 
journals and also receives another 148 journals by way of gift and exchange. The 
collection is housed subject-wise on different floors under three major streams, i.e.. 
Social Sciences, Humanities and Sciences. List of Subscribed Print / Online journals 
is available at library web page. Now digitization process of newspaper clippings has 
been successfully started. 
3.8.3. Library Hours 
The library remains open from 9.00 a.m. to 8.00 p.m. throughout the year and 
during the examination days, the working hours are extended upto 12 midnight for 45 
days each semester. However, the reading room, textbook section also remains open 
upto 12 midnights. The General Reading Hall is being kept open round the clock 
84 
throughout the year. The Library remains closed on three National Holidays and Holi 
festival each year. 
3.8.4. Library Collections 
The library has adequate number of information resources to satisfy the 
information need of library users. The Library has a total collection of 5, 50,595 
lakhs, which includes books, serials, non-book materials etc. The faculty publications 
have been placed at the Ground Floor. The Library subscribes to 965 journals and also 
receives another 148 journals by way of gift and exchange. The collection is housed 
subject-wise on different floors under three major streams, i.e.. Social Sciences, 
Humanities and Sciences. 
3.8.4.1. Online Journals and Databases 
Library provides access to 10000 full-text e-joumals/online databases. List of 
Subscribed Print / Online journals is available at library web page. The 
JCCC provides article-level access for all the journals subscribed by the UGC-Infonet 
Digital Library Consortium as well as journals subscribed by 22 university libraries 
designated as Inter-Library Loan (ILL) Centres of the INFLIBNET Centre. 
3.8.4.2. Archives 
The Archives on Contemporary History set up in 1970 at the Jawaharlal 
University is a repository of variety of materials on the leftwing movement in India. It 
is located on the sixth floor of the Library building. It houses the personal collections 
of late P.C. Joshi, the general secretary of the united Communist Party of India. Since 
its inception it has been considerably enriched by procuring collections gathered from 
other sources. Its holdings include photo copies, microfilms, cyclostyled, typed, 
handwritten and printed materials in the form of booklets, handbills, pamphlets, 
books, newspapers, including the publications of the communist parties and various 
other left groups. 
3.8.5. Library Services 
The central library of JNU provides many services, which categorised as follows; 
3.8.5.L General Services 
(i) Reference service is provided for each collection at the respective floor, 
(ii) Membership and Issue-Return services are centralized at the Ground floor, 
(iii) Textbooks on all disciplines are centralized and kept at the Textbook Section. 
Book Bank facility for MA students is also being provided from the 
Textbook Section. 
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(iv) Document Delivery Services and Inter-Library Loan facilities are available at 
the Cyber Library Counter, 
(v) Articles from Social Science Periodicals are indexed at Documentation Unit 
and online search is available through OPAC. 
(vi) Card Catalogues of different collections are available on respective floors. 
3.8.5.2. Special Services 
(i) Cyber Library: 200 PCs have been installed for students and research 
scholars to access internet and online resources, 
(ii) Information Browsing Unit: The unit has been established for the faculty 
members for online information browsing, 
(iii) Helen Keller Unit: A special unit named Helen Keller Unit for the visually 
challenged students and researchers is located at the newly renovated 
Reading Hall. 
(iv) New Books Display: New Books purchased by the Library are displayed on 
every Monday. All these Books are kept for consultation at the Circulation 
Counter, 
(v) CD-ROM: Access to CD-ROMs which comes along with books / journals 
and statistical data is available in the Automation Unit, 
(vi) Inter-Library Loan: Books and Articles are arranged from other Libraries 
under this facility through DELNET. 
(vii) Newspaper Clippings: About 12.45 lakh newspaper clippings on area 
studies and basic disciplines are available for students and research scholars 
of the University. The digitization process of newspaper clippings has been 
started. 
3.8.5.3. Other Services 
(i) Tracing File: Information about untraced books must be recorded in the 
tracing files kept on different floors of the Library, 
(ii) Dissertations and Theses: Metadata of theses and dissertation is available 
through OPAC. 
(iii) Xerox Facility: Managed by a private operator, this facility is available in 
the library on payment basis, 
(iv) Tape Recorders and Audio Cassettes Library provides these facilities to 
Blind students. 
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(v) Lockers: Library provides lockers facility to the Research Scholars & 
Faculty Members, on request, 
(vi) General Reading Hall: This Hall is being kept open round the clock 
throughout the year. Students can read their personal books in the Reading 
Hall located at the back side of the Library. 
3.8.6. Library Staff 
At present Central Library of JNU has 135 professional staffs,i.e.,01 Librarian, 
03 Deputy Librarians, 13 Assistant Librarians, 26 Professional Assistant, 29 Semi-
Professional Assistants, 20 Library Attendants, etc. 
3.9. UNIVERSITY OF DELHI 
3.9.L About the University 
The University of Delhi is one of the best Central University in India and is 
known for its high standards in teaching and research and attracts eminent scholars to 
its faculty. The University of Delhi was established in 1922 as a unitary, teaching and 
residential university by an Act of the Central Legislative Assembly. Only three 
colleges existed then in Delhi: St. Stephens College founded in 1881, Hindu College 
founded in 1899 and Ramjas College founded in 1917, which were affiliated to the 
University. The University thus had a modest begirming with just three colleges, two 
faculties (Arts and Science) and about 750 students. In October 1933, the University 
offices and the Library shifted to the Viceregal Lodge Estate, and till today this site is 
the nucleus of the University. Apart from central administrative offices, examination 
offices and the sports complex, the main departments of the Faculty of Science are 
housed in the Viceregal Lodge Estate. Sir Maurice Gwyer, who was the then Vice 
Chancellor, realizing the importance of a distinguished faculty, searched for talent all 
over the country and brought men of eminence to this University, such as Prof D S 
Kothari in Physics, Prof T R Sheshadri in Chemistry, Prof P Maheshwari in Botany 
and Prof M L Bhatia in Zoology. Over the last seven decades the University has 
grown into one of the largest universities in India. At present, there are 14 faculties, 
86 academic departments and 79 colleges spread all over the city, with about 
2,200,000 students. 
3.9.2. Central Reference Library, DU 
University of Delhi Library began in 1922 with a collection of mere 1380 gift 
books. Sir Maurice Gwyer, Vice-Chancellor of the University from 1938 to 1950 was 
instrumental in the blossoming of the Library in its new locale. Under his care, it 
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transformed into "a place as well of beauty as of learning". The Library moved to its 
present location in the heart of the Campus on December 01, 1958. The decade of the 
1960s was noticeable for a new trend in the growth of the Delhi University Library. 
Delhi University Library System (DULS),having more than 34 libraries in its fold, the 
DULS is accomplishing its task of reaching to wider academic community. They have 
advanced their web activity with the subscription of as good as 29 high quality 
electronic databases being made available through campus network to teachers, 
students and research scholars. In addition to this 20 databases are also accessible 
through UGC-INFONET Digital Library Consortium. DULS also promotes Open 
Access e-resources. Their success lies on its use by the academic community of Delhi 
University. DULS is regularly conducting innovative Information Literacy Programs 
(ILP) for the benefit of students, researchers and faculty members and also making 
efforts in developing tutorials to make the community proficient in the use of WWW. 
Their OPAC is also being strengthened. Library endeavor to further improve to 
facilitate right information to the right user at the right time. 
3.9.3. Library Hours 
Library remains open for 12 hours in a day. During Sunday/Holidays open 
hours of library are only for seven hours. DULS is highly used library where various 
users, i.e.. Students, research scholars, faculty members, outsiders as guest member 
etc. 
3.9.4. Library Collections 
Central Library subscribes to a large number of electronic resources. It 
includes the reference sources, full text sources and bibliographic databases. The 
collection of Delhi University Library System included all departmental libraries 
comprises of the following; 
Document Category Number 
Books 14,50,000 
Current Journals 1290 
Bound Journal 3,66,000 
CD ROM 2000 
Ph.D Thesis 14,500 
Manuscripts 700 
M.Phill Dissertation 5,600 
88 
The Central Reference Library of DU has total collection 6.5 lacks volumes 
and subscribes 33 of electronic databases; it is being made available through campus 
network in University Campus and can also be accessed in the Colleges. Besides a 
good number of databases are also accessible through UGC INFONET Digital 
Library consortium. The library has 1,03,000 bound periodicals, 17000 theses and 600 
manuscripts.-
3.9.5. Library Services 
3.9.5.1. Lending Services: Central Reference Library of DU provides the long range 
Lending Services. Central Reference Library makes facilitate to the user to get issue 
books, CDs and back issues of the Magazines. 
3.9.5.2. Inter Library Loan: User can use ILL to request materials not owned by the 
Central Reference Library. The library has provision for inter library loan with other 
libraries both within the cities and outside. 
3.9.5.3. Bibliographic Services: Central Reference Library provides the different 
type of Bibliographic Services. Central Library makes available the online 
bibliography of doctoral theses with abstract and M. Phil dissertations awarded by the 
University of Delhi. The Bibliography and abstracts can be accessed with the help of 
year wise Subject Index arranged alphabetically. 
3.9.5.4. Photocopying Services: Central Reference Library provides the photo 
copying services but copyright regulations must be observed at all times. 
3.9.5.5. Online Services: Central Reference Library provides various online services 
to cater the information needs of different user categories. The online services are 
OPAC, digital Collection, Subscribed E- Resources, UGC Infonet E- Resources and 
OPAC. 
3.9.6. Library Staff 
At present, Central Reference Library of DU has of 01 Librarian, 05 Deputy 
Librarians, 5 Assistant Librarians, 05 Information Scientist, 19 Semi-Professional 
Assistants, and 40 Library Attendants etc. 
3.10. NORTH-EASTERN HILL UNIVERSITY 
3.10.1. About the University 
North-Eastem Hill University (NEHU) was set up as a Central University by 
an Act of Parliament which formally inaugurated on 19"' July 1973. North-Eastem 
Hill University is the first Central University to be established in the North-Eastem 
region of India. The objectives of the University are to disseminate and advance 
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knowledge by providing instructional and research facilities. University pay special 
attention to the improvement of the social and economic conditions and welfare of the 
people of the hill areas of the North-Eastem region, and in particular, their 
intellectual, academic and cultural advancement. The jurisdiction of the University 
extended to the States of Meghalaya, Nagaland and the Union Territories of 
Arunachal Pradesh and Mizoram with the headquarters of the University located at 
Shillong as per the Act of Parliament. With the establishment of Nagaland University 
on 6th September 1994 the jurisdiction of NEHU over Nagaland ceased. Similarly, 
the jurisdiction of NEHU over Mizoram ended with the establishment of Mizoram 
University at Aizawl on July 02, 2001. The University's jurisdiction now extends to 
the state of Meghalaya with the Headquarters Campus at Shillong and the Tura 
Campus at Tura, West Garo Hills District, Meghalaya. The NEHU Tura Campus was 
inaugurated by the then Prime Minister (Late) Shri P.V. Narasimha Rao in February 
1996. 
3.10.2. Central Library of NEHU 
The North-Eastem Hill University Library started in October 1973 with a 
collection of 600 volumes.The year 1974 witnessed impressive growth and 
development of the Library with the appointment of Prof. B.S. Kesevan who was a 
renowned practising Librarian. By the end of 1975, the library emerged as a distinct 
university library consisting of the Central Library at Mayurbhanj Palace. The Central 
Library of the North-Eastem Hill University (NEHU) is now located in the heart of 
the NEHU Campus, Shillong, Meghalaya. Further, the NEHU Central Library was 
relocated to its new building during September-October 2004 from its earlier location 
at Mayurbhanj Complex, Nongthymmai, Shillong, where it had been housed for 
nearly 30 years in the majestic Mayurbhanj Palace. Now the library has been shifted 
within the niversity campus and have been called Central Library. 
3.10.3. Library Hours 
The library remains open for 11 hours a day on all days whereas in 
Holidays/Sundays, it remains open only 6 hours from 10:00 a.m to 4:00 p.m. NEHU 
Central library is highly used library, where various users, i.e., Students, research 
scholars, faculty members, outsiders as guest member etc. visit the library. 
3.10.4. Library Collections 
The Central Library has a stock of over 4,00,000 books and back-volumes, 
including a strong collection of works on North-East India, has emerged as a major 
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regional resource centre for scholars engaged in teaching and research. Central 
Library, NEHU subscribe E- Resources like Academic Search Complete (EBSCO) 
Bibliographic Abstracts, Credo Reference, lEL Online (FNDEST Consortium) and 
India State. 
3.10.4.1.Subject Information Gateways 
Subject Information Gateways provide links to online searchable and browse 
able catalogues of web-based resources including websites, documents, data, 
multimedia files and other resources which focus on a set of academic subject areas. 
Subject Information Gateways employ subject experts and information professionals 
to select, classify and catalogue relevant Internet resources to aid scholars perform 
online search, identification and retrieval of high quality academic/research materials. 
Generally, each Internet resource is described with a brief annotation and grouped 
under the appropriate category. Subject Information Gateways may also provide 
access to e-Journals (either free or through registration), links to related sites, 
discussion groups, mailing lists, and may even allow users to post their materials for 
online public access. 
3.10.4.2. Free Online E-Books 
The Central Library through provides free e-books online via any PC 
connected to the Internet. Many e-Books are also originally published and made 
available only in the electronic format. Most e-Books are available in PDF and are 
readable with Adobe Reader, while some can be read on Notepad/Wordpad and, still, 
some e-Books may require specific software to be downloaded and installed on the 
user's PC in order to read them. Users are informed that the e-Books offered on the 
websites listed are generally available for free online access and download. Some 
categories of e-Books may be available only against online advance payment or only 
to those who register themselves as members of specific services. 
3.10.5. Library Services 
Central Library makes available the prominent services, which make different 
from the other university to its user by different name. These services available 
through Internet options: 
3.10.5.1. Bibliography-On-Request: Bibliography-On-Request is a customised 
service offered to the students, research scholars, faculty and administrative officials 
of the university who must be registered members of the university library. The 
comprehensiveness of a bibliography is subject to availability and accessibility of 
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relevant sources, and the accuracy of the items in the bibUography depends upon the 
sources consuUed. All requests are subject to authentication of the applicants 
membership in NEHU Central Library, Shillong and NEHU Campus Library, Tura. 
3.10.5.2. Citation Verification Service: Citation Verification Service is a new 
service which also provided by the Documentation Section, NEHU Central Library 
assist to the students, research scholars and faculty of the university in the verification 
of citations/references and authentication of bibliographical details of books, articles, 
reports, theses and other published material consulted and/or required to be used by 
them in the preparation of assignments, dissertations, theses, and project proposals. 
3.10.5.3. Database Search Service: Database Search Service (DBSS) is a newly 
introduce service launched by the Documentation Section, NEHU Central Library, but 
only for the M.Phil./Ph.D. scholars and university faculty for obtaining information 
critical to their proposed or ongoing dissertations, theses, post-doctoral research and 
other project work. 
3.10.5.4. Document Delivery Service:The Document Delivery Service is a new 
service initiated by INFLIBNET in collaboration with six university libraries which 
serve as Document Delivery Centres and deliver, on demand at nominal cost, the 
copies of papers from learned journals, conference proceedings and other materials 
available in their collections. 
3.10.5.5. E-Query Service: E-Query Service is a Web-enabled contemporary 
reference service offered to the registered members of the NEHU Central Library, 
Shillong and NEHU Campus Library, Tura. The Documentation, Reference and 
Enquiry Sections of the NEHU Central Library together handle queries received in 
person or by post/e-Mail. E-Queries may sometimes need to be followed-up with 
telephone, fax, regular mail, or personal interactions. Appropriate and brief 
information gathered in response will be sent to the enquirer through e-Mail within 
three consecutive working days from the date of receipt of the query. 
3.10.5.6. OPAC: Library users have to interact with the library. Their queries are not 
just about the bibliographic information available with the library but they also 
require many services like reservation of books & periodicals, status about the books 
they have taken. Web OPAC is the Online Public Access Catalogue, which allows 
users avail the services of the library. The bibliographic data is presented in a read 
only manner and user can reserve the documents from his/her desktop through 
internet. 
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3.10.6. Library Staff 
At present. Central Library of NEHU has of 01 Librarian, 03 Assistant 
Librarians, 06 Professional Assistant, 24 Library Assistant, 09 Semi-Professional 
Assistants, 37 Library assistants 03 Binders and there are some other workers such as 
Safaiwalas, daily wagers and skilled and unskilled supporting staff. Total number of 
professionals is 43. 
3.10.7. Computerization 
The housekeeping functions and user services/transactions of the Central 
Library have been fully computerized. For the library automation LIBSYS V.4 
Software used and retrospective data conversion for the entire collection which was 
successfully completed. 
3.10.8. Online Access 
The Central Library is now equipped with high end computers and other 
electronic and audio visual equipment to provide seamless in-house and online 
services. The Central Library is an active partner of the UGC-INFONET Consortium, 
( A gateway to over 4000+ e- journals and core databases ) and currently provides 
access to almost all online journals and other resources available through the UGC-
rNFONET programme. 
3.11. VISVA-BHARATI UNIVERSITY 
3.11.1. About The University 
Visva-Bharati University, located in the serene and picturesque setting of rural 
Bengal in the district of Birbhum, Santiniketan. It was Rabindranath Tagore's dream 
project of an open-air University to be conceived in the wombs of nature. Visva-
Bharati University came into being on 23rd December 1921 and is one of the most 
reputed in India. Visva Bharati became a Central University in 1951. Visva-Bharati 
is an exhaustive university of repute in the sense that it offers all courses and degrees 
of its various institutes for under-graduate, post-graduate and doctoral studies. The 
Visva Bharati University has 8 Institutes, 2 Kindergarten Schools, 1 Pre-degree 
School, 2 Schools and 15 centres of learning in its fold. Which take care of the 
education, grooming and career prospects of 6500 students housed in 52 hostels. The 
students can avail of the facilities of a Central Library and Sectional Libraries, which 
also have a collection of more than similar number of books on all subjects. 
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3.11.2. Central Library of Visva-Bharati University 
The genesis of the library in Visva-Bharati goes back to 1901, with the 
founding of the Brahmacharya asrama at Santiniketan. Rabindranath emphasized the 
use of books in the educational development of students. He personally supervised the 
selection of books, remaining alert to the needs of Santiniketan students and teachers 
and keeping himself aware of what was being published.The library at Visva-Bharati 
grew under his care with help coming from great minds all over the world. The central 
library has today 4,09,997 volumes of books, 30000 journals, around 6,000 users and 
a daily transaction of 300 books. The library has a number of important collections. 
The Library System has 12 Sectional Libraries and 25 Seminar Libraries as different 
branches with a collection of 400000 volumes of books. 
3.11.3. Library Hours 
Library remains open for 13 hours in a day whereas in Holidays/Sundays, it 
remains open only 7 hours from 10:00 a.m to 5:00 p.m. 
3.11.4. Library Collections 
Visva-Bharati library catalogue database holds 4,09,997 titles of documents 
including 40,000 bound volumes of journals, 1250 theses and 166 manuscripts. A 
number of more than 5500 E- Journals access through UGC Infonet Consortia, while 
more than 1050 E-Journals are free. More than 75 online Journals are using by 
subsctiption basis. Library procures 817 e-books purchased by perpetual mode. The 
user can also access about 900 free online digitized books. 
3.11.4.1. Important Collection 
The library has a number of important collections like Prabodhchandra 
Bagchi, Pramatha Choudhuri, Humayun Kabir, Satikumar Chattopadhyay, Lila Ray, 
Ashok Rudra and Abanindranath Tagore. 
3.11.5. Library Services 
(i) Lending Service: Lihrary issue books. CD ROMs and back issues of the 
magazines to the I Kers 
(ii) Reference Service: library has a number of Reference books, which can be 
referred inside the Library. An\ reference queries of interest also being 
answered h> the reference Librarian or information desk. The\ will be able to 
provide information on library services and basic assistance withcatalog usage, 
certain database, general reference uork etc. 
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(iii) Online Public Access Catalogue: library provides OP AC service. Users 
typically search to locate books periodicals, audio/visual materials or other 
items under control of library, 
(iv) Providing New Arrivals Lists: Library continue distribute the New Arrivals of 
books and Periodicals. 
(v) Book Reservation: There is a facility to the specialist, they can reserve book. 
(vi) Reprographic Services: Different bibliographies are being prepared for the 
benefit of the Library Users Printing Services. 
(vii) Access of E-Journals: The library has been identified as the members of 
online databases and readers have been provided facilities for direct access to e-
joumals. These e-joumals can be browsed through INTERANET within 
library. 
(viii) Internet Searching and Browsing: Central Library providing latest 
information to its users is the primary responsibility of any modem library. To 
fulfill this responsibility the Central Library had made arrangements to provide 
Internet search to its readers. 
3.11. 6 Library Staff 
At present, Central Library, Visva Bharti has sanctioned positions of 01 
Librarian, 01 Deputy Librarians, 13 Assistant Librarians, 01 Information Scientist, 26 
Professional Assistant, 18 Semi-Professional Assistants, 27 Library Attendants, 2 
Binders and 23 other workers such as Safaiwalas, daily wagers and skilled and 
unskilled supporting staff. 
This chapter was present the concept of university and its growth and 
development in India. It also discussed the university library system and brief profile 
of library under the study. The next chapter is review of related literature will explore 
the verity of literature which is related to the concept of TQM and its application to 
library and information centre and background and conceptual framework of the 
study. 
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chapter 4 
'^Review of'^fated Literature 
CHAPTER 4 
REVIEW OF RELATED LITERATURE 
Review of related literature is very essential for a new research topic. The 
study of related literature implies locating, reacting and evaluating reports of 
researches as well as reports of the casual observation and opinion that are directly or 
indirectly related to the individual planned research project. In any worthwhile study 
in a field of research, the researcher must have an adequate and updated knowledge of 
the work that has already been done in the area of his/her research. In brief, this 
chapter presents an overall review of the important studies conducted across the 
world. The researcher reviewed only those studies, which were similar to the present 
study. The research on application of Total Quality Management in Library and 
Information Science has emerged from practical needs of organizations. However, the 
literature is mostly conceptual and practitioner-oriented. 
The TQM field has yet to develop a theoretical and empirical base and it lacks 
a systematic analysis of current body of literature to help identify an agenda for future 
research. Such a literature review helps researchers and practitioners understand the 
development of the field, and it will guide future development by identifying gaps 
between the actual and potential needs of the TQM philosophy and its current status. 
Though much research has been conducted in the field of TQM implementation but 
no universally accepted TQM tools and technique or elements presently exist for the 
measurement of quality in Library and Information Center. Actpdlly, researchers have 
different ideas about TQM concept and elements. However, the widely accepted 
notion is that TQM is a philosophy or approach to management focusing on 
continuous improvement, customer focus, systematic process management, and 
teamwork. The implementation of such a management philosophy requires a set of 
practices. 
As the focus on modem approaches to library management and research grew 
in the 1940s and 1950s, articles and research studies on aspects of evaluation 
immediately began appearing. Techniques and frameworks have been adapted from 
various disciplines out side the library science field: industrial process management, 
organizational research, institutional research, behavioral dynamics, social 
programme review, and educational assessment, to name the most heavily used. 
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Initially, effectiveness and user satisfaction were studied more thoroughly in public 
libraries and academic library, while much of the earlier literature on academic 
libraries seems to emphasise scientific measurement details more than concepts of 
quality: studies of catalogue use, operations research for library internal functions, 
cost/time factors, and the design of information retrieval systems. Taylor (1972)' 
stressed the need for academic libraries to move from measures of quantity to ones of 
process and user satisfaction, anticipating the ideas of TQM well before its arrival in 
most U.S. businesses and professions. Dougherty (1972) called for quantification of 
outputs and their impact, and linked staff participation to library effectiveness in a 
systems management approach. Orr (1973)^ suggested a distinction between library 
quality and value and four areas within which to define measurement variables, i.e., 
resources, capability, utilization, and beneficial effects. Du Mont and Du Mont 
(1979)'* developed criteria and measurement techniques for assessment of library 
effectiveness based on models of goal attainment, efficiency, user satisfactions and 
behavioral factors. They also delineate the gaps in the varying approaches taken to 
library effectiveness and design a taxonomy that attempts to integrate the approaches. 
The literature of organisational dynamics and behavioral styles of management and 
interaction also contributed to the evolving notions of a well running library. Thus, 
leading up to the seemingly recent quality movement, one realizes that there is no 
dearth of research and writing on how to determine library goodness and how to 
manage for change and improvement. As the TQM movement began to be adopted in 
libraries, there have been rushes of practical and theoretical publications outlining the 
basic concepts and process of application. At the other extreme, TQM does imply 
some form of benchmarking or process control, more than just participatory 
management or quality circles. The emphasis on user surveys is not new, but the 
reorienting of the whole organization toward a focus on customer satisfaction, the 
broadening of the definition of customer and the evaluation of processes with this in 
mind goes beyond earlier views of how to solicit and interpret use and user data. 
Pilling (1997)^ stressed that several major features of TQM are highly relevant 
for libraries, such as, the emphasis on customers, the delegation of work, the 
involvement of staff at all levels, process rather than function, and the need for 
continuous improvement. The British Library Document Supply Center (BLDSC) 
embarked on its TQM program in 1992 as greater awareness of customer needs, 
budget constraints and increasing competition in the document supply business made 
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it vital that the centre should reexamine its processes to ensure that it continued to 
meet customers' requirements for quality and services*. Several libraries have claimed 
considerable success in the application of TQM, although time is needed if full 
success is to be achieved. Khurshid (1997)' also discussed the possible application of 
various TQM tools in cataloguing operations and focused on the methods which 
libraries have adopted to identify user needs and to improve services and to meet user 
needs. The result showed that many of these methods are based on the TQM 
philosophy. In 1998, a study examined TQM implementation in three community 
college libraries and learning resource centers in the USA, which concluded that the 
leadership role is significant in promoting among staff the goal of never-ending 
improvement and in maintaining the momentum of the quality effort (Byrd,1998) 
.According to Adamantidou and Kouri (2000)' the implementation of TQM in the 
central library of the National Technical University of Athens in Greece and pointed 
that there is no perfect example of the implementation of improvement processing of 
quality, just as there is no perfect model of reorganisation. The proper approach that 
will be adopted will be in cormection with the internal philosophy, culture and the 
external environment of the library in which it will be implemented. Some study also 
reveals that the implementation of TQM in reference services and its features, that 
addressed that the ability to design reference services that users will continue to value 
in libraries of the future is limited by current professional reference practices. These 
limits are related to the failure to incorporate TQM principles into the design and 
practice of present-day reference services. TQM principles were utilised to discuss the 
contrasts between TQM principles and current reference practices. Hainan University 
Library implemented TQM in July 2004. The TQM implementation brought many 
changes in this library and brought it from being an isolated island into the 
international arena. The process of implementing TQM in libraries stating that, it 
involves a conceptual change in library professionals and a cultural transformation in 
the organizational operations. Teamwork is important for the successful 
implementation of TQM. Every step of the process depends on the constant support of 
top management. Their role determines how far the implementation can go. 
Therefore, once a decision is made to apply TQM, strong leadership is required. TQM 
provides a model and a benchmark as guidelines in making new strategies in libraries 
facing today's great changes. In India, the library of the Indian Institute of 
Management, Lucknow, (IIML) has been conducting innovative continuing 
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professional development programs for professionals engaged in the library and 
information sector for many years. More than 30 such programs are employed in the 
context of library and information systems and services in areas such as: quality 
management; marketing; information technology applications; human relations; and 
communication (Raina, 2005).'" 
Institutionalising TQM in a library requires a quality culture among the library 
team that prompts customer delight through continuous improvement involving 
participatory and creative problem-solving approaches and a team ethos. Another 
study among Indian research libraries, Sherikar and Jange, (2006)" showed that none 
of respondents were fully satisfied with the work culture in their library. However, the 
majority of professional staff were highly satisfied with the librarian's leadership 
quality, creating and maintaining cordial relationships amongst library professionals. 
A key observation was that in services there was a direct interaction between a 
customer and the library staff and fulfilling their requirements through the service 
delivery process is both a challenge and an opportunity. A university library adopting 
total quality management in its activities and services needs to emphasise the 
importance of quality management to services. 
It is however, clear from above discussion that while quality in respect of 
industries fulfills the ultimate goal of user satisfaction, the same may be adopted in 
library and information centers. Quality in library services is most effective in user-
oriented services. 
Fischer and Reel (1992)'^ conducted a study on application of TQM in hospital 
library at Alliant Health System (AHS) Library, Norton Hospital and Kosair 
Children's Hospital in Louisville, Kentucky. The main objectives of the study were to 
establish TQM benchmarks for frequency of library uses and examined the 
significance of its role in clinical care. He assessed the clinical value of information 
provided to users and evaluated the performance of library staff and the quality of 
service. Using a methodology designed to allow both library user and non-user to 
respond, 2,091 questionnaires were distributed to physicians and nursing and allied 
health personnel. The areas surveyed included frequency of library use, impact of 
information received on clinical judgments, cognitive value of the information and 
satisfaction with library products and services. In their research, they found that the 
library has a substantial clinical role. Eighty-eight (88%) percent of reporting 
physicians agreed that information from the library contributed to higher quality care. 
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Nursing and allied health were less convinced of the importance of the library's 
clinical role. Sixty-nine percent of nursing personnel and 58% of allied health 
personnel agreed that the library contributed to higher quality care. Nursing and allied 
health personnel also used the library less frequently than physicians. 
Lawes (1993) '^ studied the Quality Management in the Library and Information 
Service Profession. He tried to establish a contact between a service provider and its 
customers based upon standards of service and provides the methodology for 
measuring performance in information services. The study reveals that Quality 
assurance provides benefits in marketing and public relations, service to the customer, 
improved organization and efficiency within the department and improved staff 
morale. He further pointed out that attention to quality management produces 
proactive library service and the vital link between information services and the 
administrative sector. 
Brophy (1993)'"* shared his experience with the implementation of a quality standard 
ISO 9000 in the library of the University of Central Lancashire. The basic aim of 
implementing ISO 9000 in the library was to provide highest quality library services 
to the users. There were three levels in implementation. At the strategic level, an 
overview of the library's performance and success in meeting strategic aims was 
done. At the operational level, the quality of service the individual user receives was 
analyzed. At the third level, monitoring, maintaining and improving quality was 
ensured. He emphasises that the success of any quality management system can only 
be judged by the impact of the services received by the libraries users. He suggested 
that the quality management approach helps to focuses and encourage the library to 
explicitly priorities its efforts to achieve a range of services that truly meet users 
needs. 
Butterwick(1993)'^ described the introduction and operation of a "Quality 
Improvement Programme" based on the principles of TQM, within the Library at the 
Queen's University of Belfast. A structure was developed which involved 2 layers - a 
Quality Improvement Council, composed of staff from all functional areas of the 
library and a number of quality improvement teams, each of which would typically 
have 4-8 members looking at topics which directly relate to their work. The quality 
improvement program introduced a new method of looking at problem solving and 
service development. The staff have become more aware of the problems which other 
staff faces and have developed a genuine understanding of the need to satisfy the 
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requirements of these internal customers. He focuses on the management 
infrastructure which was put in place prior to starting the programme off and on the 
changes in organisational culture being brought about by the TQM processes. 
Stuart and Drake (1993)'* studied TQM in Georgia Technology Research Library. 
They pointed out that commitment, ingenuity and employee empowerment are 
essential ingredients for success. Front line staff is crucial for customer satisfaction 
and quality improvement. The author's states that Georgia Technology Research 
Library computer and communications intensive camp is having sophisticated users, 
and its library developed its own version of TQM to provide content based and value 
added information services. 
Webb (1995^ '^ studied quality in special libraries and opined that quality is 
considered now a days more formally as part of organisational and departmental 
policy and platming. The research surveyed 110 organizations of differing size and 
with varying objectives. The aim was to gather and analyse data on a range of quality-
related policies and practices. These were seen to cover a broad range of activities, 
both formal, as in TQM policies or quality assurance procedures and less formal or 
localized initiatives which nevertheless had the aim of improving quality. It was seen 
as important to consider these activities at both organizational and departmental level. 
This has required the setting up of a variety of quality related procedures and 
performance measures which are now being developed as a result of much more 
customer or user liaison to ensure that the services provided are appropriate to the 
users' needs at a point in time and can adapt promptly as those needs change. 
Doyle (1995)'* developed the Perceptions of Library Service Questionnaire (PLSQ), a 
tool for evaluating the students awareness and use of library services and staff 
support. PLSQ contains sixteen items for measuring user satisfaction. The study 
describes the development of a reliable, short questioimaire (PLSQ) to measure 
student perceptions of and satisfaction with quality of service in an academic library. 
The objectives of the study were to evaluate student awareness, uses of library 
services, and staff support. It included the simultaneous development of a Tactual' 
questionnaire and two small-scale observational studies, backed up with market 
research-type interviews to evaluate the effectiveness of the 'help desk' and ease of 
use of the computer catalogue. A triangulation technique was thus used to provide 
indirect evidence that the questionnaire was validly measuring user satisfaction. The 
results from the initial trial of the questionnaire are described and compared with 
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relevant findings from the factual questionnaire and the help desk study. The two 
samples completed different questionnaires, the frequency results were either in 
complete agreement or mutually supportive. The help desk study results are also 
supportive. The statistical analyses of final sixteen-items PLSQ produces internally 
consistent responses and which appears to measure satisfaction with staff helpfulness 
and physical conditions in the library and perception of ability to find information and 
knowledge of CD-ROM and other services. 
Clausen (1995)'^ presents a guideline for development of certifiable quality 
management systems for the library and information sector on the basis of Nordic 
Information Quality Project. The study begins with an introduction to fundamental 
ISO 9000 philosophy, concepts and definitions. All 20 main points of ISO 9001 
receive a thorough treatment with respect to the library and information sector. The 
staff members concerned describe experiences from two test sites and analysed the 
two reports. It also describes the implementation of ISO 9000 in the library and 
information sector in practice, emphasises the quality requirments of LIS and 
analyses the process of certification in Nordic counties. 
Hernon and Calvert (1996) made an attempt to develop a common tool for 
measuring service quality in university libraries. They developed a self-reporting data 
collection instrument containing 61 items for measuring service quality in university 
libraries in New Zealand. They opined that developing a generic instrument 
applicable to all libraries in all circumstances were not possible and so h was good to 
prepare an instrument considering all local requirements and objectives of the library. 
Jain and Gupta (1996)^' made a study under the title " TQM in library and 
information services", discusses TQM, as a new management concept where in 
quality is the driving force of the entire activity cycle from beginning to end. It also 
discusses various aspects of TQM with particular reference to its implication in 
library and information service. 
Johannsen (1996)^ ^ highlights the specific library management roles and 
responsibilities concerning ISO 9000 implementation. It is based on practical 
experiences from the Nordic quality management project. He explains the purposes of 
quality management models and evaluates different quality management models. He 
further identifies key management roles using Mintzberg's approach and presents an 
implementation model for an ISO 9000 project emphasising the managerial functions 
and tasks. 
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Vergueiro (1996)^^ conducted a study on quality management in Latin American 
public libraries. The study focuses on one of the various possibilities of information 
provision in Latin American public libraries and find out how to improve their 
effectiveness to bring the best possible benefits to the communities and their 
information needs. The researcher defends the view that Latin American country uses 
quality management to improve the services that provide through their public 
libraries. The author suggests that public librarians in Latin American countries 
should be aware of the specific characteristics of their institutions and their clienteles. 
Further, he analyses the possibilities for implementing quality management in Latin 
American public libraries, as well as the limitations they may eventually face to fulfil 
this objective. 
Herman and Klauta (1996) '^' conducted a study on the organizational map and 
important aspect of achieving total quality management in a pharmaceutical and 
medical library at Slovenia. He defined quality by the degree of perfection to which 
some products satisfy its buyers or service meets the needs of its customer, and TQM 
as the quality of the function within the information process. It emphasises three 
important views; customer, library and environment. 
Holt (1996)^ ^ elaborated the agenda for quality in twenty first century public libraries 
and discussed the importance of partnerships with a wide variety of entities along 
with the need to ensure the security of library users as well as their right to privacy 
and also emphasises the need for more effective public relations, marketing strategies 
and the importance of listening to the customer as keys to building an organization 
characterised by examplary quality. 
Tompkins (1996)^^ discussed on quality in community college libraries and 
forcefully highlighted that academic libraries may fit in the new quality paradigm if 
four conditions are fulfilled. Quality is a campus wide initiative; the convergence of 
the print based and digital culture; library space are designed as correlative to the 
classrooms with resource, staff and services for interactive learning; and organic 
relationship between the classroom and the library's role in support of independent 
life long learning. 
Pilling (1996)^' conducted a study on Total Quality and Customer Service at British 
Library Document Supply Center. He describes the setting up of a Total Quality 
Management programme in conjunction with a specialist consultancy, and its 
implementation through a steering group, process improvement groups and a series of 
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kaizen continuous improvement of process workshops. He concludes that TQM has 
contributed significantly to improve in speed of service and the quality of 
relationships with customers. Total quality demands time and persistence. To succeed 
in an organization there must be support at the very top and commitment at all levels. 
Williamson and Exon(1996)^* conducted study on Quality Movement in Australian 
University Libraries. They describe quality process as viewed from the responses to a 
questionnaire circulated to Australian University Librarians in 1994. The main 
objectives of study were to discover how deeply embedded libraries were in the 
university's quality initiatives, which was another way of asking what importance was 
placed upon libraries by their parent universities in regard to quality processes. The 
questionnaire was sent to the librarians of thirty-six public universities, out of which 
thirty were returned. However the response rate was 78.9 percent. The result shows 
that in many cases, university libraries were ahead of their universities in the 
introduction of quality assurances processes and management and that a high degree 
of education in quality was reported within their senior management. The study shows 
a growing tendency for university librarians to have had training and education in 
quality management and in many cases to be overtly or otherwise implementing such 
practices within their own libraries. 
Pors (1996) conducted study on students' attitude to the service quality of libraries 
in Denmark. The main objectives of the study were to compare the expectations and 
perceptions level of students in Denmark and opined that the attitudes of students 
about their library services are very low compared to their expectations. 
Nitecki (1996) conducted a study on service quality in academic libraries. The 
objectives of the study to measure the service quality of the reference service offered 
in academic libraries through SERVQUAL and to see how far SERVQUAL tool was 
suitable for assessing service quality in academic libraries. The study indicates that 
reference service providers should concentrate on both showing sincere interest in 
user problems and willingness to help users for increasing the service quality of 
reference service. He found SERVQUAL instrument is most suitable for 
measurement of quality services in library after some modifications. 
Pritchard (1996)^' summarises the attempts to define and measure quality and 
effectiveness in academic libraries, from traditional evaluative studies to TQM and 
new research on user-defined criteria. Focusing on the organizational analysis of the 
library as a whole and the contribution it makes to the university or college. The 
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article outlines a number of fundamental concepts and tools common to models of 
evaluation. The particular attention is given for the assessment in higher education as 
a whole and found ways in which determinants of library quality must be linked to 
educational outcomes. 
Mistry and Usherwood (ZOOO)"*^  conducted a study on TQM in British academic 
libraries. They examined the impact of Quality Management System (QMS), 
particularly with regards to motivation on front line staff in academic of library and 
information services (LIS). The researchers aimed to identify what type of academic 
LIS have QMS, and seek to identify any future trends. For the purpose of study, the 
questionnaires were send to various LIS. The respondents were given approximately 
ten days to a fortnight to reply and also asked the Chief Librarians to disclose whether 
they had installed various processes in their library. A few academic LIS stated that 
the above processes had been installed and may have come to a post hoc 
rationalisation that they had Quality Assurance. Other LIS also stated that the 
processes had been installed but denied that they had a QMS. Thus, there is a problem 
of definition associated with quality management. 
Lozano (1997)^' conducted a study on ISO 9000 and TQM models. He focuses on the 
most outstanding differences between the ISO 9000 norms and TQM as forms or 
manners of managing quality used in some information services. He compares two 
models of total quality: European Foundation for Quality Management and Malcolm 
Baldrige Awards. The study concluded that ISO 9000 and TQM models are very 
important to the information services. 
Quinn (1997)'^ '' made a theoretical study about service quality concepts and its 
adaptability in academic libraries and he found that the service quality concepts could 
very well be adapted to reference service, access services, collection development etc. 
It would give more reputation to the library as well as good satisfaction to the users. 
He noted that the library researchers consider quality service as what the user expects 
and finds the best way to meet these expectations. 
Khurshid (1997)^^ conducted a study on the application of TQM in cataloguing. The 
main objectives of the study were to find out the possible application of various TQM 
tools in cataloguing operations. The methods applied by libraries to identify user 
needs and to improve services to meet user needs in the cataloguing and related areas, 
which may need to be adapted to conform more closely to TQM principles. It 
attempts to review various cataloguing trends and practice which are either already 
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based on TQM principles or it can be changed to conform to those principles. The 
results showed that many of these methods are either based on the TQM philosophy 
or can be adapted to it. He suggests that the application of TQM in cataloguing 
operations is not only possible, but many libraries have already applied a number of 
its tools successfully. It may also need to be reviewed for their possible application in 
cataloguing operations. 
Dow (1998)"'^  conducted a research on using assessment criteria to determine library 
quality, and developed a special tool using educational impact as an alternative 
measure of library service quality based on Association of Higher Educations 
Principles of Good Practice for Assessing Student Learning. He reported that it was a 
good tool for assessing the impact of library services on the teaching and learning 
activities of students based on a study conducted at River Campus Libraries of the 
University of Rochester. 
Rajyalakshmi (1998)^^ conducted the study under the title "Total Quality 
Management implications for implementation in libraries and information centers". 
The study was mainly based on the analysis of the most frequently accepted and 
proven track of TQM philosophy and its implications and pitfalls. The study discusses 
the cultural change tactics approach for TQM; creating user information satisfaction; 
enterprise resource planning, and pitfalls in implementing TQM and the possible 
solutions. 
Osman and et al. (1998)"'* conducted a study on quality services, policies and 
practices in Malysian libraries and focuses on major need to understands perception of 
quality from the library professionals. A survey was undertaken to obtain feedback 
from librarians. Questionnaires were sent to all (10) university librarians, all (13) state 
public libraries and six selected special libraries. The response rate was 100 per cent 
from university libraries, 77 per cent from public libraries and 100 per cent from 
special libraries. In which he find out the perception of librarians, the policy 
infrastructure available, the obstacles faced by librarians in the implementation 
,collection development, implementation of ISO 9000. They found that in Malaysia, 
under the modified Budgeting System libraries are expected to plan in detail what 
they intend to do for the next two years at least. The details such as specific activities, 
method of implementation, resources needed, impact, outcomes are required before 
programmes are approved. The main obstacles in the implementation of quality in 
libraries have been identified by the respondents, staff problems, lack of time and lack 
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of funds. They suggested that a more in-depth survey is needed in order to ascertain 
whether or not their strategies are effective and for this there must be an input from 
the cHent's themselves of quaHty measures and the strategies they employ to ensure 
quality services. 
Data and Gokhale (1999)''' conducted a study on implementation of ISO 9000 in 
Industrial Libraries in Mumbai. The main objectives of the study were to find out the 
level of quality services of industrial libraries and to compare the result of ISO 
certified libraries and non-certified libraries. For this purpose, 13 industrial libraries in 
Mumbai were selected for survey. Out of these 9 organizations were accredited with 
ISO certification, 4 organizations had included their libraries within the scope of ISO. 
Different sets of structured questionnaires were distributed to librarians and users. A 
separate questionnaire was distributed to ISO Certified Libraries. The data gathered 
from the survey was analysed using the weight method. The weightage was measured 
on a five-point scale. They argued that an attempt to implement quality standard in a 
library itself would improve the quality of library services. It is obvious that quality 
management' concepts and methods have begun to penetrate in the industrial Libraries 
of Mumbai. However, until now the influence of quality has been mainly superficial 
and worked upon in the libraries areas crucially akin to the line of business of the 
parent body. The trends and fiiture plans of libraries studies show a probability of a 
wider applicability and a more profound impact of quality concepts in the coming 
future. 
Jayamalini (1999)'*'' discussed the implementation of TQM in library. The main 
objectives of the study were to find out the evolution, principal stages and relevancy 
of TQM in library and also explore the evolutionary theory of TQM in library and 
measured on different stages like inspections, quality control and assurance etc. The 
study also measured the comparative analysis and actual difference between TQM 
organization verses traditional organizations. It also investigates the possibilities for 
implementation of TQM in all areas and its benefits in library and information 
services. The study indicates the main barriers, potential problems and opponents to 
the implementation of TQM have been encountered in all types of organizations 
including libraries. 
Raina and Dayal (1999)'*' conducted a study on TQM in library acquisitions at Indian 
Institute of Management, Lucknow. The study analyses the effective and well thought 
out instrument in the form of "Acquisition policy" and "Budget Allocation Policy" 
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which can lead to the development of an active collection instead to a passive one. To 
support the statement, the collection development practice in the library system of 
IILM have been adequately illustrated. 
Thapisa and Gamini (1999/^ studied on perceptions of quality services at the 
University of Botswana Library (UBL). The study insinuates to achieve real quality 
service and concentrating on the expectations and needs of customer in Botswana 
university library in all areas of services. The main objectives of the study were to 
measure how far the university of Botswana library has succeeded in delivering 
services to its clients, and make recommendations on how to improve the level of 
quality services. The researcher Investigates the UBL among the students and staff in 
all five faculties. A questionnaire was administrated to 60 students and 20 teaching 
staff in each faculty to make sure that different strata in the population were correctly 
represented in the random sample. These questionnaires covered three main section of 
the library, i.e., the physical facilities, technical and computer appreciation and also 
behavior of staff The hypothesis were accepted and used for testing. The hypothesis 
test shows the user information seeking behavior and indicates that the ULB is not 
lacking quality services. It fiirther provides a comprehensive information programme 
that is predicated on the needs and activities of the users, curricular requirements and 
research. 
Cook and Thompson (2000)'*^ conducted a study on user perception of library 
service quality and explore the feasibility of SERVQUAL in a research library setting. 
They found that the original tool containing 22 items and five dimensions that could 
very well be used to measure research library service quality. The Reliability 
dimension in SERVQUAL tool was separately studied to see how far it could be used 
to understand the problem areas in library services. 
Chao (2000)^ ^ studied the service quality of academic libraries on the web aiming to 
identify suitable criteria and develop an instrument for assessing the service quality of 
academic library websites. The study resulted in the development of a tool containing 
16 criteria namely presentation, speed, heading and titles, search capability, special 
collections, content, graphic design and services etc. He argued that it was a good tool 
for measuring the service quality of all library websites accessible on Internet. 
Nitecki and Hernon (2000)'*^ conducted a study on service quality in Yale University 
libraries and analysed the SERVQUAL instrument for converting it to an instrument 
that reflects the expectations of a library and its users. To determine the feasibility of 
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the change and to compare the results of studies conducted with other tools for 
measuring service quality, more items were to be added to SERVQUAL instrument to 
represent all activities and services of the library, but all its determinants are 
important in service quality measurement of libraries. 
Banwet and Datta (2000)'** studied the effect of service quality on post-visit 
intentions. They developed a special tool containing service quality scale, service 
satisfaction scale, and service importance scale to assess the post-visit intensions of 
users. They reported that reliability of library services, service quality and user 
satisfaction were very important in post-visit intensions of users. 
Adamantidou and Kouri (2000)'*' studied the implementation of TQM in the central 
library of the National Technical University of Athens in Greece. They emphasised on 
the requirement of TQM in libraries, its elements such as participating management, 
the personnel training and the responsible service of customers. They concluded that 
there is no perfect example of the implementation of improvement processing of 
quality, just as there is no perfect model of reorganization. The proper approach that 
would be adopted will be in connection with the internal philosophy, culture and the 
external environment of the library in which it will be implemented. They further 
suggested that libraries are up to improve these principles, which already have been 
valued positively by them and put them partially in practice. 
Tam (2000)"** conducted a study on quality management theory and practice in 
Australian academic libraries. He elaborated the ideas of theoretical essence of the 
Demings management method concerns the creations of an organizational system. It 
is used to compare practices in several academic libraries in Australia. The 
methodology used to personal observation of theory and practice by investigators at 
the different university libraries in Australia. In his research, he observed quality 
management in the imiversity such as teaching and learning process and its awareness 
in recent years. The value of quality within universities is generally a less structured 
search for effective mechanism to assure and improve quality. Most of the institutions 
emphasise consultation, monitoring and integrated processes. The libraries adopted 
the identified needs and implemented the changes in all procedures of library services 
to maximize the use of resources. 
Dabas and • Singh (2000)'*' conducted a study on application of Total Quality 
Management to the University Libraries in Punjab. They attempted to report the 
finding of a study conducted to measure TQM application to the university libraries in 
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Punjab. This study analyses the quantitative statistics of four university libraries of 
Punjab and concludes that Punjab University Library, Chandigarh, is the highly used 
library. The per unit cost and processing cost of each book acquired by purchase is 
lowest in Punjabi University Library, Patiala. The total library cost per user, staff 
salary cost per user and staff salary cost per book is lowest in Punjab University 
Library, Chandigarh and highest in Punjabi University, Patiala. The cost of staff 
salary per book is highest in Punjab Agriculture University Library, Ludhiana. The 
data was collected through questionnaire. The result of the user survey indicate that 
Punjab University Library, Chandigarh scored 3.578 points and ranked at first 
position with regard to quality product in services and consultation, while Guru Nank 
Dev University Library, Amritsar scored the lowest points. 
Abblu and Rao (2001)^° conducted a study on application of the concept of Total 
Quality Management in library information service. The objectives of the study were 
to find out the concept of TQM in library information service. The concept of TQM is 
a recent development in management science as a quality improvement programme 
for any organisation. The study reveals that quality is a measure of the achievement of 
an organisation in term of customer satisfaction. It relates to the quality of production 
and also to every aspect of service. 
Cook and Thompson (2001)' studied on psychometric properties of scores from the 
web-based LibQUAL+ study of perceptions of library service quality. They 
investigated the psychometric integrity of scores on thirty-four items of the 
LibQUAL+ evaluation of perceived library quality. Data were collected from the 
4407 respondents. The main objectives of the study were investigated LibQUAL+ 
score structure, score reliability, score correlation and concurrent validity coefficients, 
scale means and scale standardised norms. Both generic and specialised norms were 
eventually developed for a large sample of users at ARL institutions, LibQUAL+ 
norms could then facilitate the ultimate application of LibQUALt-i.e., identifying 
areas of potential improvement at library and identifying similar libraries with more 
favorable profiles whose behavior might then be modeled in pursuit of providing 
better service to library users. 
Bertot (2001)^ ^ studied the service quality of network based library services offered 
with the aim of identifying suitable service quality criteria in which they identified 
technical infrastructure and extensiveness, technical infrastructure and service quality, 
information content and efficiency, information services and extensiveness, 
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information services and efficiency, support and extensiveness information services 
and efficiency, supports and extensiveness as service quality criteria suitable for 
libraries in a networked environment. 
Cook and et al. (2001)^^ in their study corroborates that a single second-order factor 
is associated with the delivery of high-quality library services in a research university 
environment. However, a hierarchical factor analysis also demonstrated that research 
library users simultaneously think about library quality at multiple levels. The 
LibQUAL+ diagnostic tool, a product of the ARL's New Measures Initiative shows 
that although a single factor dominates user thinking about library service quality, all 
the items used in the survey suffuse this factor. Nevertheless, several first-order 
factors contribute important unique information to the notion of service quality. As 
different types of users place varying degrees of importance on the first-order factor, 
the utility of the hierarchical model is demonstrated. 
Crossno and Berkins et al (2001)^ "* studied on assessment of customer service in 
academic health care libraries and measuring customer service, ACSAHL vs 
SERVQUAL at University of Texas Southwestern Medical Center. The purpose of 
this study was to test the comparability of the results of SERVQUAL with a revised 
and shortened instrument modeled on SERVQUAL. The results indicated that more 
respondents preferred the shorter ACSAHL instrument to the longer and more 
complex SERVQUAL instrument. ACSAHL appears to measure the same type of 
data in similar settings, but additional testing is recommended both to confirm the 
survey's results through data replication and to investigate whether the instrument 
applies to different service areas. 
Behera and Sahoo (2001)^^ discussed the application of Quality Assurance System in 
libraries and obtains feedback from various levels in order to improve the 
performance of the library and information service (LIS) activities. The study reflects 
on the benefits from quality system and explains the various steps of TQM and 
highlights the introduction of TQM in libraries, necessary prerequisites and methods 
in LIS Activities. They suggested on the future development of total library quality 
management (TLQM) and also the areas of application in libraries have been made. 
Dutta (2001)^ ^ conducted the study under the title, " Quality is personal (QIP)- Test: 
Quality Consciousness- Test for the library personnel". The objectives of the study 
were to find out quality consciousness of the library personnel in Smt. Hansa Mehta 
Library, Central Library of the University Baroda. The analysis was based on the 
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Quality is-Personnel Test (QIP Test) that was tailor-made specifically for library 
personnel. The samples taken were of assistant librarians, sectional heads and 
technical assistants. The study suggested the strategies to enhance the quality-
consciousness of the employees keeping in view the rapidly change scenario of the 
libraries. 
Gupta and Kisan (2001)^ ^ conducted a study on TQM in health libraries. Quality of 
library services is the area of library activity with rapidly growing importance. The 
use of quality management system, procedure and techniques is a recent development, 
which mirrors the sector wide interest in both a customer focused service and 
definition of what constitutes a quality product. They discuss TQM, step to TQM and 
ways a library might use principles of TQM to enhance library services. It also deals 
with the activities for implementing TQM in libraries. 
Majid (2001)^* investigated users perceptions of library effectiveness in Malaysian 
Agriculture Library. In which, he pointed out some factors that contributed passively 
in shaping user perception of library effectiveness. A questionnaire based survey of 
five major agricultural libraries in Malaysia were conducted. He found that the 
adequacy of collections, services and facilities were closely linked to the perceptions 
of library effectiveness. The questionnaire was pre-tested on eight University of 
Malaysia academics and five Malaysian Agricultural Research and Development 
Institute scientists, to ensure reliability and effectiveness of the instrument. Certain 
other factors contributing positively to the perception of library effectiveness were the 
adequacy and effectiveness of library promotion, involvement of users in the selection 
of library materials, convenient library location, participation in user education 
programmes, and availability of assistance for using library resources and facilities, 
and subject background of library professionals. He further suggested that for any 
reliable library effectiveness study, all factors associated with user satisfaction should 
be investigated together with regard to a wide range of factors covering resources, 
services, and activities. 
Patel (2001)^' conducted a study on TQM technique for Library and Information 
Services, and find out how library and information centers meet new application 
challenges and growing qualitative standards. It tries to focus on the areas where 
Information Technology can be applied to modernize the information science for 
achieving twin objectives of efficient work culture and conformity to quality 
requirements. 
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Ramesh and Bhattacharyya (2001)^" conducted study on TQM in Special Libraries 
with special reference to National Council of Applied Economic Research (NCAER). 
The main objectives of the study were an attempt to search how for the special 
libraries and information centers implement TQM principles in their activities and 
NCAER library is taken as case study in this context. The infrastructure, services and 
plans were discussed and conclusion was drawn on efficiency in respect of both TQM 
and ISO-9000 standards. However, quality management principles have successfully 
been applied only in British school library and information center, but form the case 
study of NCARE cited in every aspect of its service, plans and policy is evident. 
Sharma (200l/* demonstrates how to take effective steps towards the larger goal of 
total readers satisfaction and elaborates the modem concept of TQM. He defines the 
meaning of quality control and its evolution, and depicts the relation between quality 
and user's. He further describes the implementation of TQM in library and 
information services and examines the benefit of quality management such as 
efficiency, continual and systematic improvement in the activities of the library as a 
whole. 
Sornam (2001)^^ analyses the inevitable changes and the driving forces which 
necessitated library professionals for effective change and discussed in detail the 
application of TQM in enhancing the capabilities of LIS professionals through 
personnel performance assessment, personnel skill development, developing team 
spirit and development of quality culture. 
CuUen (2001)^^ reported that academic libraries are facing two major threats: a global 
digital environment and increasing competition. They must improve the quality of 
their services in order to survive. The study explores the relationship between service 
quality and user satisfaction and examines how user surveys have been employed in a 
number of previously published data sets. A model, which demonstrates how 
satisfaction can be seen as both, a micro level response to individual transactions and 
at the macro-level as an outcome of service quality is proposed. Using an evidence-
based approach, gaps between user expectations and perceptions are explored as well 
as the gap between user expectations and managers' perceptions are described. 
Snoj and Petermanec (2001)*'* conducted a study on quality of faculty library 
services and developed a special tool for assessing the overall service quality in 
libraries in Slovania. It contains 45 items grouped under five quality dimensions, 
namely physical surroundings, equipment and information technology, collection, 
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information, library services, and staff. They reported that 'staff is the important 
dimension affecting Ubrary service quality. 
Yang (2001)^ ^ surveyed the faculty of Texas A«&M University to assess their 
perception about the library liaison programme and its impact on library services 
offered to them. He found that the liaison programme was necessary for the faculty 
members as it was beneficial to them to get quality services and information about 
forthcoming changes and developments in the library. 
Jayasundara (2001)*' studied the student's and teacher's perception of service 
quality in university libraries of Sri Lanka and measuring user perception of service 
quality. He reported that there are eight determinants to be assessed to measure 
service quality in academic libraries. The study indicates that qualities of services in 
academic libraries are important for the users in the context of satisfaction. 
Phipps (2001)'^ in his research work, measuring service quality through LIBQUAL+ 
found that Association of Research Libraries (ARL) libraries begin seriously to assess 
how well they are anticipating, meeting, delighting students and faculty. The primary 
focus should be on understanding customers' needs, learning quick and clean methods 
of data gathering and analysis, improving critical processes and developing internal 
capacity to be successful in the future. He further suggested that to transform the 
work, libraries must begin listening and acting on the voices of customers, staff, work 
processes, and the organization for the purpose of learning new directions and 
partnering with customers. He suggested that measuring the performance of processes 
and staff is also necessary to improve the services. Special methodologies like 
SERVQUAL, Lib QUAL+ etc. can also be used for ascertaining the views of the 
users. 
Cook et al. (2001)** pointed out that a single second-order factor is associated with 
the delivery of high quality library services in a research university enviroimient. 
However, a hierarchical factor analysis also demonstrated that research library users 
simultaneously think about library quality at multiple levels. The LibQUAL+ 
diagnostic tool, a product of the Association of Research Libraries (ARL's) new 
measures Initiative shows that although a single factor dominates user thinking about 
library service quality all of the items used in the survey use this factor. Nevertheless, 
several first-order factors contribute important unique information to the notion of 
service quality. 
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Chin et al. (2001)^' elaborates a six-stage Quality Function Development (QFD) 
approach based on an empirical study of the provision of the library and information 
services (LIS) in a technical organisation in Hong Kong. They indentified the 
customer requirements through the focus-group brainstorming and critical incident 
interviews with users. The study identified 45 critical incidents and translated them 
into 23 satisfaction items. It points out the key quality dimensions and illustrates how 
the QFD approach can lead to effective quality deployment in the provision of LIS. 
The approach provides a practical means that helps organisations to identify customer 
satisfaction criteria, and integrate improvement strategies and plans into management 
decision-making processes. 
Verma (2002)'" conducted a study on the quality management approaches followed 
in leading libraries in Indian with special reference to ISO 9000 and TQM. The main 
objectives of the study were to assess the impact of six factors, i.e., status of library; 
size of LIS units; sector of organization; type of organization; resources; and quality 
awareness level on Quality Management through a questionnaire from a sample 
population of special libraries in India. He found that TQM approaches were preferred 
to ISO 9000,and suggested that use of quality standards required more innovation and 
initiation or reorganisation process. 
Snyder (2002)^' measured library service quality with a focus on the LibQUAL+ and 
to create useful quality assessment tools for libraries. The project is based at the 
Association of Research Libraries (ARL) in collaboration with the Texas A«&:M 
University Libraries. He discussed the current status of library service quality 
assessment and the LibQUAL+ project, which measures outcomes to show how well 
an organization serves its users. 
Begum (2003) studied on TQM in the academic library and describe what is quality 
and how to measure the quality services in academic library. She described key 
features of managing quality in libraries and developed tools and methods for quality 
assurance system in academic library. The study also discusses the customer 
expectation that is to some extent a cost simpler than meeting customer expectations 
through user survey and simply ask to customers what they find useful. He also 
describes the internationally accepted certificate ISO 9000 for its quality management 
system in academic library. 
Whitlatch (2003) presented TQM implementation in reference services and its 
future. He suggested that TQM principles were utilized to discuss the contrasts 
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between TQM principles and current reference practices; focus on the customer; 
quality work the first time; strategic holistic approach to improvement; continuous 
improvement as a way of life; and mutual respect and teamwork. Finally, he describes 
the roles that library must fiilfill to change the current professional culture. 
Jeannette and Crowley (2003)''* studied user perception of the reliability of library 
services at Texas A&M University. They reported that finding of materials on shelf, 
arrangement of materials, circulation procedure, signage, and experiences of using 
library catalogue were affecting reliability of services offered to users. They viewed 
that reliability dimension was an important dimension in library service quality. 
Dadzie (2004)'^ stressed the importance of top management in an organization and 
examined the possibilities, challenges and constraints posed to librarians in the 
provision of quality service to the university community in Ghana. Using a case study 
approach, in the view of highly qualitative nature of the data collected on top 
management and interviews were used to elicit information from 12 out of the 14 
professional librarians working in the library. The collected data was analysed and 
separated in various response categories, and statically analyzed. The study concluded 
that top management were fairly committed but were too financially handicapped to 
fulfill all the strategies and policies outlined. 
Adamson (2005) studied TQM in knowledge management, focuses on analyzing 
and organization's input, conversion and output activities to increase product quality 
and improve overall organizational performance. The future of TQM and boundaries 
of implementation are described in fast moving and competitive global marketplace. 
He argue that today the knowledge management approach is poised to replace the 
TQM as a quality approach measurement tool and focused on quality and speed of 
information proliferating. Therefore, to know effectively, organizations must learn to 
rationalize the leveraging process. The objectives of the study were to investigate if a 
sample of UK knowledge professionals would fit and identify with the competencies 
of earlier Knowledge Management (KM) researchers. Therefore, the focus of this 
study was on qualitative exploration of the KM role and the role holders. The chosen 
method of data collection and analysis was structured interview technique to elicit 
qualitative data to aid the understanding of KM professionals. The question consisted 
of open-ended question grouped into five categories used to twenty participants for 
and interview. The findings indicate that they are not well at managing knowledge. 
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recognizing its potential, and seeing knowledge as a crucial source of competitive 
advantage. 
Tammaro (2005)'^ explore the ideas about TQM in his article entitled "Recognition 
and quality assurance in LIS". TQM is the life long learning process continuously 
developed in LIS education. The main objectives of the study were to confine the 
need of co-operation in quality assurance and recognition all steps of education, and 
emergence of themes between quality assurance and individual recognition. This 
outlined, with learning outcomes focus, from the corporate image, studies recognition 
and quality assurance started on the basis of European Qualification Framework and 
Assurance Models. They emphasises on dimensions of quality standards in LIS 
education and find out how to make possible within the intemationalisation 
framework in Europe in the field of LIS. 
Rowley (2005) conducted a study to review the quality, performance management 
and impact assessment regimes that currently impact on public and academic libraries 
in the UK, and to explore the challenges for managers in finding their path through 
this quality maze and also seeks to urge consideration of the cumulative impact of 
such initiatives with their different notions of quality on public sector organisations 
and their quality management process. 
Yang and Zhu (2005)^' studied on the methods of TQM application in digital library 
management. The emphasis was given on process control and continual improvement 
through TQM. They clearly mentioned the TQM theories and measures and the 
scientific tools used in the experiment in the Wenzhou University Digital Library. The 
study deals with a very broad range of subjects related to a digital library: system 
model of TQM for digital library, organization structure, and tasks of Wenzhou 
University Digital Library, task flow chart of electronic reading room, cause and 
effect of electronic reading room quality management, systematic model of enhancing 
electronic information acquisition rate, quality comparison of electronic reading room 
service etc. They also emphasises the essentiality of the TQM theory from the writer's 
viewpoint and shows the necessity and importance of applying the TQM theory in 
digital library management. 
Fontana (2005 )*" in his study on managing quality in a National Library of Florence, 
Italy, explore the efforts and other issues associated with the development and 
implementation of a Quality Management System (QMS). The QMS procedures and 
products include managing interrelated processes as an entire system. He measured 
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customer satisfaction through a survey form and acting on the results, i.e., the creation 
of a Quality Manual, a Procedures Map, and a Services Chart. The analysis of the 
development of these procedures and results will permit the evaluation of this model 
for other National libraries. 
Vails and Vergueiro (2006)*' conducted a study on the use of ISO 9000 standards 
for quality management in information services with a special emphasis on the 
Brazilian experience, aiming to provide support to information services managers in 
the use of quality management. He finds the main benefits, the concerns and the 
difficulties of the use of ISO 9000 mentioned by the analyzed literature. He observes 
a general predisposition towards the principles defined on the ISO 9000 standard 
series, which can be used as a parameter to guide and support quality improvement 
initiatives. 
Wilson and Town (2006)*^ investigated the long-term effects of a benchmarking 
exercise on the quality level of three UK academic libraries. The evidence from the 
investigatioA showed that the two libraries which were at stage one on the Quality 
Maturity Management (QMM) before the benchmarking exercise was remained there; 
and the library which scored at the penultimate level, level four, before 
benchmarking, was, four years afterwards, at level five. The tentative conclusion 
drawn was that benchmarking may only be appropriate for organisations with a 
existing high level of quality maturity. 
Sherikar et al. (2006) studied the Performance Measurement of Quality Services in 
academic and research libraries in India. The main objectives of the study were to 
asses the performance of academic and research libraries in rendering their quality 
services. A total of 1200 questionnaires were distributed to the user community often 
university libraries of Kamataka, India, of which 768 (64%) were duly received from 
students, research scholars and faculty members. The quality dimensions in the light 
of SERVQUAL viz., Reliability, Responsiveness, Assurance, Access, 
Communication, Tangibles, Empathy and Security have been applied and the results 
indicate that the service quality dimensions of reliability, responsiveness, assurance, 
access, communication and tangibles applied to university libraries in Kamataka are 
found to be satisfactory to a little extent based on the scale techniques. The study 
suggests several areas for future research and for collaboration among library 
managers, educational administrators, scholars and measurement theorists towards 
improving the performance of library and information system in India to meet the 
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high standards of service quality in libraries to serve the users with utmost care and 
diligence. A key observation was that in services there was a direct interaction 
between a customer and the library staff and fulfilling their requirements through the 
service delivery process is both challenge and an opportunity. 
Eqbal and Raza ((2006)*'* studied the application of TQM in library and information 
services. They suggested that TQM approach in the context of library should not be 
misunderstood as a one-time approach but as a continuous process, which may be 
useful for the improvement in the library services and also discussed the tool and 
technique of TQM in library services. 
Wang (2006)*^ conducted a study on TQM in academic libraries. The main purpose 
of the study was to provide a retrospective overview of TQM in the field of library 
services. The paper approaches the issue by making a brief study and comprehensive 
analysis of TQM under the library context. He explores the current issues barriers, 
new challenge facing today's libraries. The researcher explores the detailed ideas 
about TQM principle and their real life applications in various profit and non profit 
organizations and given various steps to make a comprehensive themes and analysis 
in detail. This study also determined the importance and impact of TQM on academic 
libraries. The result indicates that the implementation of TQM in service organization 
that every employee is responsible for what he does and also responsive to what is 
going on in the whole organization. This requires a continuous training of human 
resources and constant support of the top management. 
Zhan and Zhang ( 2006)*^ conducted a study on the implementations of TQM in 
Hainan University Library. The study aims to describe how TQM a dandelion seed 
from overseas turned an ordinary library into something different. They discussed the 
TQM implementation brought many changes in this library and brought it from being 
an isolated island into the international arena. They elaborate review of the progress 
made in Hainan University Library and passed the authentication of ISO 9000:2000. 
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Sahu (2007) carried out a research to measure the perception of students and faculty 
members ofJawahar Lai Nehru University, New Delhi. The objectives of the study 
were to focus on the library for meeting the quality expectations to users. It is also 
tries to find out, if there are any differences in the perceptions of quality library 
service between student and faculty and recommendation on how to improve the level 
of quality services in library. A questionnaire was used as the data gathering 
instrument. The instruments for data collection consisted of structured questions. All 
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the closed ended questions were designed to elicit responses on a five point Likert 
scale to measure both respondent satisfaction and perception of service quality. The 
analysis of the collected data made use of the chi-square method. The results indicate 
that the JNU library is not lacking in quality of service. He further insinuated the need 
to note that quality information service is about helping users to define and satisfy 
their information needs, building their confidence in using information retrieval 
systems, and making the whole activity of working with library staff a pleasurable 
experience. To achieve total quality in information service the JNU library should 
provide a comprehensive information programme that is predicated on the needs and 
activities of the users. 
Johri and Zainab (2007) discussed the exploratory attempt to use a modified 
version of SERVPERF to access user's satisfaction with the service provided by an 
ISO 9000:2000 certified library at a private university in Malaysia. The main 
objective is to measure the performance of services grouped as frontline, core and 
peripheral. This directly relates to student users at a private university in Malaysia. A 
total of 300 respondents are randomly chosen from the UG and PG level students of 
the university, served the questionnaires based on modified version of SERVPERF. 
This study extends the number of statements to 60 to cover the three categories being 
measured at all areas of library services after analysis the results which indicate the 
library performing at average level from 59 service attributes, 2 are perceived as 
excellent, 20. attributes are consider good, 31 are average and 4 services are measured 
a poor. A total of 16 services are related below 50%, which from priority list of 
services given priority in the library proposed action plan. Thus the services are 
increasingly required to monitor and maintain the quality of their services to fulfill the 
university main objectives of providing quality environment for teaching learning and 
research. 
Kaushik, et al. (2007)*' studied on application of six-sigma in library and information 
services. They emphasised on necessary success factors and key performance 
indicators to the quality of library services through six sigma. It is now increasingly 
being applied to a wide range of processes ranging from manufacturing to services 
and multicolored transactional processes. The objectives of six sigma are to achieve 
customer's satisfaction. Doing things right and keeping them consistent are the ideas 
behind six sigma. They said that applying six sigma to library services is still 
inadequate. They provides a review and a pilot study to identified a number of 
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important CTQs and KPIs unique to libraries and that it is entirely possible to tailor a 
range of six sigma tools for various library services. 
Dorairajan,- et al. (2008)'" studied the application and implementation of 
SERVQUAL, LIBQUAL and WEBQUAL tools for the measurement and analysis of 
quality in Library. They elaborate the perceptions of the library users is most 
important as the quality of a library and defined as the gap between the expectations 
and perceptions of users about the library. They emphasis that SERVQUAL 
methodology is an invaluable tool for organisations to better understanding what 
customers value and how well their current organisation are meeting the needs and 
expectorations of customers. 
Moghaddam and Moballeghi (2008)'' presented an overview of TQM in the library 
and information sectors. They focussed on TQM implementation in the library and 
information sectors. The methods were also reviewed through libraries a experience 
which was adopted. They foimd that TQM was initially applied as a management 
philosophy in the manufacturing sector and after the enormous success this 
philosophy is increasingly being applied in the service sector including libraries. 
Nejati and Nejati (2008) conducted a study on service quality at university of 
Tehran central library. They explore the importance of service quality aspect fi"om the 
perspective of university of Tehran Central Library users. The purpose of the study 
was to determine how successful the library has been in meeting user's needs by 
providing reliable and good services and focused on SERVQUAL theory for the 
quality measurement in library according to library users. The results were also 
investigated as how far the library has succeeded in delivering quality service to its 
users. For this study questions were designed to elicit responses on a five point Likert 
scale to measure both respondent satisfaction and perception of service quality for 
analyzing service quality in university of Tehran central library. The study had a total 
sample of 100 questionnaires issued among library users. The analyses of collected 
data, shows a relatively average perception among users of University of Tehran 
Central Library. The finding indicates that university of Tehran Central Library has 
conducted several program for improving its services because of the lack of 
identifying the most important aspects of service quality in their customer's ideas, the 
efforts for providing customer satisfaction has failed to a great extent. 
Tab & Osman, et.aL (2008)" studied the effectiveness ISO 9000 quality 
management practices of academic library in Malaysia. The exploratory research in 
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this study focuses on the link between ISO 9000 practices and an area of customer 
satisfaction, namely, MUDI (Accessibility); KESE (suitable); SEAD (availability); 
KEBE (effectiveness); KECE (efficiency); BODI (reliability); KESA (validity) that 
has received limited attention in prior studies. The study supports the idea that ISO 
9000 standards are a guideline for the implementation of quality management in any 
organisations and library services. 
Einasto (2009)''* demonstrated the use of service quality monitoring as the starting 
point for service development in academic libraries. The proposed approach to quality 
research allows gathering essential information to focus strategic plarming on the 
services that are important for users and efficiently allocate the library's resources. He 
proposed a model of quality for academic library services based on the focus group 
research. He presented library service quality assessment instrument UTLibQual, 
based on the Zone of Tolerance concept and an importance performance mapping 
method. The possibilities of using the instrument in support of library management 
decisions were analysed by a case study on the Tartu University Library, Estonia. 
Meher (2009)'^ studied on Quality in library services and discussed the quality 
approach services in the field of library and information services. It describes various 
principles of TQM to study the quality in library services. This study also describes 
various principles and characteristics of quality service in libraries. It discussed the 
term SERVQUAL, being able to view services form the customer's point of view and 
meeting the customer's expectation for services into seven determinants. The study 
opines the nature of library services and users is regarded as a service organization the 
service offering documents and services to its users compared to the services of other 
service organizations. 
Ramadas (2009)'* elucidates the concepts, methods and implementation of 
parameters of NAAC and LIBQUAL in improving the quality of LIS in higher 
academic institutions. He suggested that the Quality enhancement in higher education 
is a deliberate process of chance, which leads to improvement. He also discussed the 
guidelines on quality indicators in LIS, which is given by NAAC in 2007 and 
highlighted the criteria of quality assessment in library and information center of 
college and university. 
Rao and Kanjilal (2009)'^ measured the library service quality of Siva Sivani 
Institute of management and discusses with the development of LIBQUAL^"^ survey 
instrument. Siva Sivani Institute of Management student were offered a tool, which 
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helps to measure the user satisfaction with reference to the "Library as Place". The 
study explains gap theory of service quality and currently testing tool for measuring 
library user's perceptions of service quality library and identified gaps between 
minimum desired and perceived expectation of service. The survey was conducted 
first time which measures on annual basis selected students on systematic random 
sampling technique. The questionnaires were distributed to 100 students from all the 
courses of this institute after the collection of data. The researcher analysed and found 
that services offered to the students are perceived adequate but not superior. He found 
that the service superiority is in the negative, which means the user's wants are not 
realized by the library. 
Conclusion 
Application of TQM appears to be somewhat neglected area in foreign as well 
as in Indian library literature. However, the scant literature available in foreign library 
literature is mostly theoretical in the form of a few books, journal articles, reports and 
case studies of research and academic libraries. The problems, the objectives, the 
methodologies and the findings of these studies will be taken into consideration 
cautiously, however, five laws of library science, 32"'' ILA conference on quality in 
libraries (1987) and 43^'' ILA conference on sustainable library and information 
Services (1997), the first international conference on TQM and academic libraries 
(1994) at Washington. The 46"" ILA conference on QUEST FOR quality strategic and 
application in library and information Services (2001) and few more articles provide a 
ground for the study of TQM in University Libraries in India. Thus the present study 
is an attempt to minimize the wide gap in Indian library literature. The researcher 
therefore tried to covers almost all the published literature, spanning the last three 
decades for the review and it has as certain that no such study has been under taken so 
far. 
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Cfiapter 5 
^search MetfiocfoCogy 
CHAPTER 5 
RESEARCH METHODOLOGY 
This chapter focuses on the conceptual research design and methodology used 
in the present study. It consist the selection of problems, objectives of the study, 
definition of terms, scope and limitations of the study, method for the data collections 
and questionnaire design. The sampling and population design, sample size and 
distributions and data analysis methods have been explained in detail. 
5.1. Selection of the Problem 
The problem selected for the present study entitled "A Study of Total Quality 
Management in Central University Libraries of India". The problem deals with 
the application of TQM process, principles in the central university library systems 
and to measure the user's perception about the quality of services. 
5.2. Objectives of the Study 
The main objectives of the study is to investigate the application of Total 
Quality Management in central university libraries of India and to measures the 
perception of users as they relate to quality of information products and services and 
to determine how far the library has succeeded in delivering such services to its users. 
5.^ Scope and Limitations of the Study 
The scope is to determine and analysis the various dimensions and processes 
of TQM in Central University Libraries in India and to measure the perception of 
library quality services. The scope of the research entitled "A Study of Total Quality 
Management in Central University Libraries of India' is limited to only central 
university libraries. The study includes only seven central university libraries in India 
namely: Maulana Azad Library, Aligarh Muslim University,(Aligarh); Sayaji Rao 
Gaekwad Central Library, Banaras Hindu University,(Banaras); Central Reference 
Library, University Of Delhi, (New Delhi); Dr Zakir Husain Central Library, Jamia 
Millia Islamia, (New Delhi); Central Library, Jawaharlal Nehru University,(New 
Delhi); Central library, North-Eastem Hill University,(Shillong); and Central Library, 
Visva Bharti University,(Bolpure, Shanti Niketan). 
The decision regarding the selection of seven central university libraries out of 
20 for this study is based on the logic of stratified sampling. The selected seven 
universities cover 35% of populations and have been chosen carefully from different 
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state/location irrespective of the geo-political scenarios. Another reason is that, all 
these universities have well established library and recognized by the University 
Grant Commission (UGC) and also established by the government of India Act. 
It is necessary to draw some limitations specific to this research. The 
limitations are mostly based on these factors: time, geographical location and 
selection of library and area of study. This limitation was necessary to develop 
worthwhile norms towards the accomplishment of the present study. The investigator 
was able to identify some of the major limitations such as, 
5.3.1 The limitation of time is associated with the period of research. In the other 
words, the gathering of information from questionnaires takes more time. 
5.3.2 The present study consists of users including, research scholars and faculty 
members of seven central university libraries of India. The questionnaires 
were distributed to university librarian, research scholars and faculty 
members. 
5.3.3 It is also necessary to narrow down the geographical areas of study because 
selecting a much wider area tends to defuse the results and findings in a 
research works; therefore, such a study will not be feasible if a much wider 
geographical area is taken into consideration. In view of these factors, the 
present study confines its scope and limitation to the seven-selected central 
university libraries in Indian. The geographical area is restricted in Delhi, UP, 
Bengal and North East region. 
5.3.4 The responses have been taken only from research scholars and faculty 
members those who have been using library services and are regular users of 
libraries. 
5.4. Research Methodology 
Methodology has its own implication and importance in scientific 
investigation, because objectively any research investigation cannot be obtained 
unless it is carried out in a very systematic and plaimed manner. Scientific 
investigation involves carefiil and proper design, use standardized tools and tests 
identifying adequate sample by using sampling technique. There are several methods 
of collection of data for measuring the performance and quality of libraries. These 
methods can broadly be grouped into two, namely quantitative and qualitative 
methods. The quantitative methods include verification of library records, 
questionnaire and interview methods. The qualitative method comprises of focus 
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groups, observation, and case study methods. But the latest trend is using of both the 
methods for qualitative study of libraries and information centers. There are several 
techniques available for collecting data such as (i) Questiormaire method (ii) 
Interview method (iii) Observation method (iv) Schedules (v) Interview by telephone. 
For this study the investigator used questionnaire, observation and interview method 
for the collection of data. 
5.4.1. Questionnaire Method 
Questionnaire is the most popular method of collecting data for an evaluation 
and assessment. It can be used to a whole range of issues from a sample overview 
survey to a detailed survey of a specific issue. Questiormaire is a tool to collect the 
data from the diverse large and widely scattered group. It is called the heart of survey 
operation. The important step in this method is to take care in the design of questions. 
Questionnaire is given to the person concerned and asks for the opinion or factual 
information. The questions are formed in such a way that the relation of one question 
to another can be readily apparent to the respondent, question sequence must be clear 
and the respondents have to answer the question on their own level. To collect the 
necessary data for the present study, the investigator designed two sets of 
questionnaires and divided into four parts. One set for the university librarians and 
another one for users of seven central university libraries. 
5.4.2. Interview Method 
As questionnaire method has certain limitations to collect the data. So the 
investigator adopted interview methods also for the same purpose. Interview is a 
universal method of obtaining information from respondents in a direct marmer. It is 
the verbal questioning of respondents for collecting data. It is a two-person 
conversation. Initiated by the interviewer for the specific purpose of obtaining 
research relevant information and focused by the research objectives of description 
and explanation. It is a structured activity to probe in detail into the experiences and 
reactions of respondents. It is a good method for exploring sensitive and confidential 
issues. It is a skilled activity as it is the interaction between the staff interviewer and 
user. It can be recorded either in paper or in audio videotapes. 
The interview method is direct and has greater flexibility. This method is 
unique because the collection of data is through direct verbal interaction between the 
individuals. In this study, the investigator asked some questions to the users and 
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library staff related to services and facilities provided by the library and clarified 
some doubts. 
5.4.3. Observation Method 
Observation method is normally employed in measuring, testing, 
characterizing human behavior by the way of the investigators own observation, 
without interviewing the respondent. For the present study, investigator observed 
overall activities, library functions and services provided by them. Investigator 
specially had a close eye on all sections of the library. Moreover, this helped the 
investigator to know the ground realities of qualities. It is a technique in which the 
investigator observes what the customers or user actually do in the library. It allows 
the investigator to observe the users in their natural setting and get correct data. It is a 
systematic process of acquiring knowledge using sense organs. It is the process of 
recording non-verbal as well as verbal behaviors and communication. 
5.5. Tools Used for the Study: 
Questionnaire, observation and Interview were used as the tool for the study. 
5.6. Questionnaire Design: 
Questionnaire is the most popular method of collecting data for an evaluation 
and assessment. It can be used to a whole range of issues from a sample overview 
survey to a detailed survey of a specific issue. While designing a questionnaire, it is 
good to use standardized methodologies, as it will allow to benefit from the 
experience of other and to compare the results with similar libraries. 
The questionnaire designed for the investigation of TQM in central university 
libraries and quality service perceptions among research scholars and faculty 
members were administered. Two sets of questionnaire were designed for the purpose 
of data collections. Part 1,2,3 of first set of questionnaire was designed for the 
librarians of seven respective central university libraries and second set of 
questionnaire, i.e., part 4 was designed for user groups. Part 1 questionnaire deals 
with brief profile of libraries and collected factual data and quantitative statistics of 
libraries, such as size of collections, status of library automations, facilities and 
services, staff and budget, etc. Part 2 consists for the exploring TQM principles and 
practices and to find out the status Planning and awareness of TQM in selected 
libraries. Part 3 consists five elements of TQM, i.e.. Leadership, Policy and 
Strategies, Staff Management, Resources and Process. Part 4 of the questionnaire 
contains the modified SERVQUAL instrument developed by Parasuraman, et.at, 
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(^ 1998)' to measure the outcome performance and perceptions of quality services 
through users. It includes 33 open ended and closed-ended questions referring to 
different aspects of service quality in an academic library. The questionnaire reflected 
six dimensions of quality services, i.e., Reliability, Responsiveness, Assurance, 
Access, communication and Tangibles. All the closed-ended questions were designed 
to solicit responses on a five-point Likert scale for both types of respondents to 
measure perception of service quality. 
The instrument was earlier adopted by Seay, et al. (1996)^ with some changes 
in the SERVQUAL instrument of Parasuraman, et.al. (1988)^. Later the same 
instrument with some modification was used by Thapisa and Gamini (1999)'* to test 
the perception of quality services by users in University of Botswana Library. 
The Quality Services attributes to six dimensions, which are as follow, 
5.6.1. Reliability: This service quality dimension of reliability consists of five 
questions (attributes), it refers to the delivery service as it relates to dependability and 
accuracy. It includes; 
• Giving correct answers to reference questions; 
• Making relevant information available; 
• Keeping records consistent with actual holdings/status; 
• Keeping computer databases up and running; 
• Making sure that overdue notices and fine notices are accurate; 
5.6.2. Responsiveness: The service quality dimension of Responsiveness consists of 
six questions (attributes), Responsiveness measures the readiness of library staff in 
providing service. It includes, 
• Making new information available; 
• Timeliness delivery of informafion; 
• Re-shelving of books; 
• Effective ILL System; 
• Familiarity with OP AC; 
• Recency of journals and newspapers; 
5.6.3. Assurance: The service quality dimension of assurance consists of five 
questions (attributes), it measures the knowledge and courtesy of the library staff and 
their ability to convey confidence. This includes: 
• Appearance of staff; 
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• Through understanding of the collections; 
• Familiarity ofCD-ROM System; 
• Providing individual attention to users; 
• Recognizing the regular users by the library staff; 
5.6.4. Access: The service quality dimension of access consists of five questions 
(attributes), Access measures the ability to reach out for something and finding or 
getting it as and when it is needed. It includes: 
• Availability of staff at reverence desk 
• Availability of Xerox facility 
• Availability of computer terminals 
• Library opening hours 
• Time spent at circulation desk 
5.6.5. Communications: The service quality dimension of communication consists 
of five questions (attributes), Communications measures the ability to keep clients 
informed in a language they understand and the ability to listen to them: 
• Awareness of library facilities and services 
• Provision of user education 
• Availability, clarity, easy in uses of OPAC User manual 
• Availability, clarity, easy in uses of CD- ROM user manual 
• Assuring the users that her/his Problem will be handled 
5.6.6. Tangibles: The service quality dimension of tangibles consists of four 
questions (attributes), this service quality dimension of Tangibles consists of four 
questions, to measure the maintenance of physical facilities its includes 
• Library furniture 
• Temperature setting in library 
• Proper illuminate in the library 
• Maintenance of Silence in study hall 
5.7. Sample and Population Design 
It is not feasible to collect large quantities of data having each and every 
library users in seven different central university libraries in India, therefore, samples 
were selected by using stratified random sampling method. The questionnaires were 
distributed personally among the research scholars, faculty members and librarians. 
Sample size of research scholars and faculty members has been limited to approx 10% 
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of the total populations and sample size of central university has been limited about 
35% of total populations. 
5.7.1. Sample Size and Distributions 
A total of 1700 questionnaires were distributed to the user community, i.e., 
research scholars (830) and faculty members (870) of seven central university 
libraries of India, of which 1507 (89%) were received back. 763 (90%) responses 
were received from faculty members and 744(89%) responses were received from the 
research scholars. The investigator selected only 1425(84%) questionnaires for the 
analysis of data as 82 questionnaires were rejected because of incomplete responses 
from the respondents. Similarly 7 questionnaires were distributed to the university 
librarians of seven central university libraries, i.e., 100% responses were collected 
from the respondents. 
5.7.2. University Wise Distribution of Sample 
5.7.2.1. Maulana Azad Central Library, AMU, Aligarh 
A total of 360 questionnaires were administered among the user community, 
i.e., research scholars (200) and faculty members (160) of Maulana Azad Central 
library of AMU Aligarh, of which 320 (88.9%) were received back. 140 (87.5%) 
responses were received from the faculty members and 180 (90%) responses were 
received from the research scholars. The investigator selected only 303(84%) 
questionnaires for the analysis of data as 17 questionnaires were rejected because of 
incomplete responses from the AMU, Library users. 
5.7.2.2. Sayaji Rao Gaekwad Central Library, Banaras Hindu University, 
Banaras 
A total of 300 questionnaires were administered among the user community, 
i.e., research scholars (200) and faculty member (100) of Sayaji Rao Gaekwad Central 
Library, Banaras Hindu University, (Banaras), of which 269 (89.7%) were received 
back, 175 (87.5%) responses were received from the faculty members and 94 (94%) 
responses were received from the research scholars. The investigator selected only 
254(85%), questionnaires for the analysis of data as 15 questionnaires were rejected 
because of iricomplete responses from the BHU Library users. 
5.7.2.3. Central Reference Library, University Of Delhi, New Delhi 
A total of 250 questionnaires were administered among the users community, 
i.e., research scholars (130) and faculty members (120) of Central reference Library, 
University of Delhi, (New Delhi), of which 220 (88%), were received back, 108 
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(90%) responses were received from faculty members and 112 (86%) responses were 
received from the research scholars. The investigator selected only 211(84%), 
questionnaires for the analysis of data as 9 questionnaires were rejected because of 
incomplete responses from the DU, Library users. 
5.7.2.4. Dr Zakir Husain Central Library, Jamia Millia Islamia, New Delhi 
A total of 250 questionnaires were administered among the users community, 
i.e., research scholars (100) and faculty members (150) of Dr Zakir Husain Central 
Library, Jamia Millia Islamia (New Delhi), of which 245 (98%)), were received back, 
147 (99%)) responses were received from the faculty members and 98 (98%) 
responses were received from the research scholars. The investigator selected only 
233(93%)), questionnaires for the analysis of data as 12 questionnaires were rejected 
because of incomplete responses from the JMI, library users. 
5.7.2.5. Central Library, Jawaharlal Nehru University, New Delhi 
A total of 280 questionnaires were administered among the users community, 
i.e., research scholars (160) and faculty members (120) of Central Library, JNU, New 
Delhi, of which 238 (85%)) were received back, 98 (80.65%)) responses were received 
from the faculty members and 140 (87.5%), responses were received from the 
research scholars. The investigator selected only 225(80%)), questionnaires for the 
analysis of data as 13 questionnaires were rejected because of incomplete responses 
from the JNU, Library users. 
5.7.2.6. Central Library, North-Eastern Hill University, Shillong 
A total of 135 questionnaires were administered among the users community, 
i.e., research scholars (90) and faculty members (45) of Central Library, (NEHU), of 
which 110 (81.5%) were received back, 30 (66.67%) responses were received from 
the faculty members and 80 (88.9%) responses were received from the research 
scholars. The investigator selected only 102(76%), questionnaires for the analysis of 
data as 8 questionnaires were rejected because of incomplete responses from the 
NEHU, Library users. 
5.7.2.7. Central Library, Vishwa Bharti University, Shanti Niketan 
A total of 125 questiormaires were administered among the users community, 
i.e., research scholars (50), and faculty members (75) of Central Library, (VBU), of 
which 105 (84%)) were received back, 65 (84%)), responses were received from the 
faculty members and 40 (84%)) responses were received from the research scholars. 
The investigator selected only 97(78%), questionnaires for the analysis of data as 8 
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questionnaires were rejected because of incomplete responses from the VBU, Library 
users. 
Table No 5.7. Sample of Distribution 
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5.8. Variables Taken 
In order to achieve the objectives of the study and get the meaningful result 
following variable were taken: 
• University Librarians 
• Faculty members 
• Research Scholars 
• Quality Dimensions 
5.9. Pilot Survey 
Prior to the commencement of measuring the TQM in the central university 
libraries, a pilot study was conducted to verify the reliability of the method chosen. 
This step also assisted in the adjustment of research method problem. Hence the pilot 
study served as a practice for the researcher's interviewing techniques. The results 
from the pilot study were integrated into the current section. 
A pilot survey was undertaken to ensure that the questionnaire were as 
meaningful to the respondents as they were to the investigator and to decide which 
questions were relevant for the purpose of the study. So, a pilot study was conducted 
which was useful in modifying the questionnaire suitably. The investigator 
distributed questionnaires among 20 research scholars and 10 faculty members 
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Maulana Azad Central Library of AMU, Aligarh for the pilot study which was very 
helpful in modifying the questionnaire suitably. 
5.10. Data collection procedure 
For the collecting of data, the investigator personally visited to seven central 
university libraries and approached the university librarian for seeking permission to 
distribute the questionnaire to the users. Questionnaires were administrated among 
research scholars, faculty members and university librarians of seven respective 
central university libraries. Dully-filled questionnaires were collected back on same 
day or latter. 
The investigator personally consulted the research scholars and faculty 
members, made an informal talk regarding various aspects of their libraries. The 
investigator also conducted an informal interview with the librarian and deputy 
librarian to clarify some doubts; besides this observation method was also used to 
observe the overall effectiveness quality services. 
5.11. Data Analysis Method 
The quantitative and qualitative data collected through questionnaire and 
informal interview were organized and tabulated by using statistical methods, tables 
and percentage, mean and average mean. After gathering the questionnaires, the 
survey data was keyed in Excel file. Before transferring to SPSS version 16.0, the 
procedures of data treatment were set to validate the data for further analysis. After 
data treatment, the data was transferred to SPSS Version 16.0 and do statistical 
analysis in order to accomplish the purposes of the study. For the analysis the users 
perception score each item in the all dimensions were calculated in the form of means, 
average mean and SD. Further to substantiate the data, statistical tests have been 
conducted namely ANOVA, t-test and control chart for mean. 
Analyses of Variance (ANOVA) test were used to identify the differences of 
service quality dimensions in central university libraries of India and t-test was used 
to measure the significant differences between perception of service quality of the 
research scholars and faculty members. For measuring of quality levels, mean control 
charts were used. 
This chapter presented the research methodology of the present study. The 
next chapter provides an analysis of data collected through questionnaires and 
interpretations of results. 
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CHAPTER 6 
DATA ANALYSIS AND INTERPRETATION 
The purpose of this chapter is to analyse and interpret the data collection into 
meaningful research findings. It is done to analyse the research objectives of this 
research. The chapter is divided into four major sections. In survey immediately after 
the data collection, the next job is the data analysis and interpretation of resuhs. 
Analysis means categorising, ordering and summarising of data. The collected data 
has been organized and tabulated by using statistical method, tables and percentage. 
The purpose of analysis is to shape data to intelligible and interpretable form so that 
the relation of research problems can be studied and tested. 
6.1. Part 1 
Part one deals with the factual data and quantitative statistics of the seven 
central university libraries of India. 
Table 6.1.1. Year of Establishment 
Universities 
Year of 
Establishment 
AMU 
1960 
BHU 
1916 
DU 
1932 
JMI 
1973 
JNU 
1969 
NEHU 
1973 
VBU 
1901 
Table 6.1.1 shows that the establishments of seven respective central 
university libraries of India. AMU was established in 1960, followed by BHU and DU 
were established in 1916 and 1931. The library of JMI, JNU, NEHU, and VBU were 
established in 1973, 1969, 1973, and 1901 respectively. 
6.1.2. Library Users Profile 
Users 
Faculty 
Members 
Research 
Scholar 
Students (PG 
+UG) 
Others 
Total 
AMU 
676 
12068 
379 
13123 
BHU 
2000 
900 
11091 
3454 
17445 
DU 
940 
978 
1800 
282 
4000 
JMI 
1476 
1131 
7198 
9805 
JNU 
476 
2782 
3992 
2423 
9673 
NEHU VBU 
304 
982 
2224 
647 
4157 
672 
401 
4031 
928 
6032 
As on August 2009 
Table 6.1.2 indicates the user's statistics of seven central university libraries of 
India. BHU has highest member of users, i.e., 17445, followed by AMU (13,123), 
JMI (9,805), JNU (9,673), whereas NEHU (4157), VBU (6032) and DU (4000) 
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Table 6.1.3. Staff Profile 
Designation 
Librarian/Director 
Deputy Librarian 
Assistant Librarian 
Professional Assistant 
Semi Professional Assistant 
Lib. Info. Assistant 
Information Scientists 
Programmer 
Library Attendant 
Clerical Staff 
Peon 
Binder 
Others 
Total 
AMU 
Library 
In-charge 
4 
18 
16 
38 
1 
19 
4 
12 
10 
123 
BHU 
Library 
In-
charge 
5 
12 
14 
34 
-
1 
-
45 
7 
-
1 
10 
130 
DU 
1 
5 
5 
19 
15 
-
-
-
40 
-
-
-
6 
91 
JMI 
1 
1 
06 
14 
09 
1 
18 
-
-
-
1 
51 
JNU 
Library 
In-
charge 
3 
13 
26 
29 
-
-
-
20 
20 
-
2 
21 
135 
NEHU 
1 
-
3 
6 
9 
14 
1 
2 
2 
3 
1 
43 
VBU 
1 
1 
13 
26 
18 
-
1 
-
27 
6 
12 
2 
2 
109 
As on August 2009 
Table 6.1.3 presents the staff profile of seven central university libraries in 
tabular form. AMU, BHU and JNU have positions vacant for university librarian. 
These three libraries have no full- time librarians. BHU and DU has the largest 
number of Deputy Librarians, i.e., (5), followed by AMU (4), whereas JNU (3), VBU 
(l)andJMI(l). 
The strength of assistant librarians is maximum in AMU,(18), followed by 
VBU and JNU are same ,i.e., (13), closely followed by BHU (12), whereas NEHU 
and DU have only (3) and ( 5) assistant librarians. Table 6.1.3 further clarifies that 
the strength of total staff in the central university libraries is maximum in JNU, i.e., 
(135), followed by BHU (130), followed by AMU (123) followed by VBU (109), 
whereas Central Reference Library of DU has 91 staffs followed by JMI(51) and 
NEHU (42). 
Table 6.1.4. Library Collections 
Universities 
Total 
Collections 
AMU 
11,4631 
BHU 
10,46,046 
DU 
6,5000 
JMI 
3,44,000 
JNU 
5,50,595 
NEHU 
4,00,00,00 
VBU 
8,00,000 
As on August 2009 
Table 6.1.4 shows the total collection of seven central university libraries. 
Analysis of the above table reveals that the total collection of books forms material 
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viz. books and periodicals, theses, manuscripts etc. MA Library of AMU has highest, 
i.e., (11, 46,281), followed by BHU (10,46,046), followed by VBU (8 lakh) followed 
by Central Reference Library of DU (6.5 lakh), followed by Central Library of JNU 
(5,50,595), whereas NEHU has only (4 lakh) collections. 
Table 6.1. 5. Library Budget 
Universities 
Annual Budget 
AMU 
2.552Crore 
BHU 
4.5Crore 
DU 
ICrore 
JMI 
ICrore 
JNU 
6Crore 
NEHU 
No available 
VBU 
72.71 
lack 
As on 2008-2009 
The data collected regarding the annual budget of the libraries under the 
preview has been presented in the table 6.1.5. It shows that the current annual budget 
(2008-09) of seven central university libraries. The Central Library of JNU has 
highest annual budget, i.e., (6 Crore), followed by BHU (4.5) crore, followed by 
AMU (2.552) crore, followed by DU and JMI has one crore respectively, whereas 
VBU has lowest annual budget, i.e.,( 72.71 lakh). 
Table. 6.1 6. Facilities Avai lable in 
Facilities 
Internet/Wi-Fi 
Computers 
Microfiche 
TV, VCR 
Scanner 
Microfilm 
Photocopier 
Fax machine 
Telephone 
Seminar room 
Suggestions/Complain Box 
Air-Conditioning 
ntercom Telephone 
Telex Machine 
Bar-Code-System 
Online catalogue 
Web OPAC 
Local Area Network 
Library Software 
Committee Room 
Research Cabin 
Display Unit 
AMU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
No 
No 
Yes 
Libraries 
BHU 
Yes 
Yes 
No 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
No 
Yes 
DU 
Yes 
Yes 
No 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
No 
Yes 
JMI 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
JNU 
Yes 
Yes 
No 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
Yes 
Yes 
No 
No 
Yes 
NEHU 
Yes 
Yes 
No 
No 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
No 
No 
Yes 
Yes 
Yes 
Yes 
No 
No 
No 
Yes 
VBU 
Yes 
Yes 
No 
No 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Table 6.1.6 depicts that the facilities provided by the seven central university 
libraries of India. It can be found that almost all libraries provide good facility to the 
users. 
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Table. 6.1.7. 
Universities 
Library 
Software 
Acquisition 
Cataloguing 
Circulation . 
Serial 
Control 
Library 
Statistics 
CAS 
SDI 
Library 
AMU 
Libsys 
Complete 
Complete 
Complete 
Complete 
Partial 
Partial 
Partial 
Automation 
BHU 
New 
Genlib 
Partial 
Partial 
Partial 
Partial 
Partial 
-
-
DU 
Trodon 
Partial 
Partial 
Partial 
Partial 
Partial 
Partial 
Partial 
JMI 
Libsys 
Complete 
Complete 
Complete 
Complete 
Complete 
Partial 
Partial 
JNU 
Vertu 
VTLS 
Complete 
Complete 
Complete 
Complete 
Complete 
Partial 
Partial 
NEHU 
Libsys 
Complete 
Complete 
Complete 
Complete 
Complete 
Partial 
Partial 
VBU 
Libsys 
Complete 
Complete 
Complete 
Complete 
Complete 
Partial 
Partial 
The data collected regarding the automation of seven central university 
libraries has been presented in table 6.1.7. It reveals that AMU, JMI, NEHU, VBU 
are using LibSys software for the automation. BHU and DU are using NewGenlib, 
and Trodon and JNU is using VTLS software for the library automation. 
The Analysis of the table 6.1.7 shows that all the libraries are automated. They 
have almost the same operational infi-astructure facilities available in their library e.g., 
OP AC, Internet and other house keeping operations. Computerization of CAS and 
SDI service has not been completed in any library but they are providing these service 
partially though computers. 
Table 6.L8. Library Services: 
Library Services 
Orientation services 
Reservation of 
documents 
Reprographic services 
CAS 
SDI 
OPAC 
Internet services 
Microform services 
Bibliographies 
Abstracting services 
Indexing services 
AMU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
BHU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
NO 
No 
DU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
JMI 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
No 
JNU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
NEHU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
VBU 
Yes 
Yes 
No 
Yes 
Yes 
No 
Yes 
No 
Yes 
No 
Yes 
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Reference service 
Translation services 
Referral services 
Search literature 
(computerized) 
E-journal 
Inter Library Loan 
Any others services 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Blind 
support 
service 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Blind 
support 
service 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
News 
paper 
clipping 
services 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
Yes 
Yes 
Yes 
Yes 
E-
content 
service 
Table 6.1.8 depicts that the services provided by the seven central university 
libraries. No library except BHU and AMU libraries provides special service like 
blind support services. Central library of JNU provide newspaper-clipping service for 
the researchers and VBU library provide special service to the users, i.e., e -content. 
Table 6.1.9. Use of Book Selection Tools 
Book Selection Tools 
Publisher's catalogue 
Bookseller's list 
Book Review 
Standard Bibliography 
Book Fairs 
Exhibition 
Faculty Recommendation 
Students Recommendation 
Book s Received on 
Approval 
AMU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
BHU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
DU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
JMI 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
JNU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
NEHU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
VBU 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
Yes 
The data collected on the selection tools used for the selection of study 
material in the seven libraries has been shown in the table 6.1.9. The analysis of the 
table reveals that the selection tools used for the selection of study material in seven 
central university libraries are almost same. All libraries reported that they are using 
above mentioned book selections tools for the selection of documents. 
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6.2 PART 2 
This section tries to measure the status of TQM principle and appUcations in 
the Central University Libraries in India, The investigator analysed the responses 
collected from the university librarians and presented in tabulated form. 
Table 6.2.1. Application of TQM 
Responses 
Yes 
No 
Under Process 
Under Plan 
AMU 
^ 
BHU 
/ 
DU 
/ 
JMI 
/ 
JNU 
^ 
NEHU 
V 
VBU 
^ 
Table 6.2.1 reveals that the applications of TQM in central university libraries 
in India. It can be observed from the table that majority of central university libraries 
are under the process of the applying of TQM, i.e., 85.71%, whereas BHU library is 
still planning to apply TQM principle and practices. 
Table 6.2.2. Ease in Applying TQM 
Responses 
Yes 
No 
AMU 
Y 
BHU 
^ 
DU 
/ 
JMI 
^ 
JNU 
^ 
NEHU 
^ 
VBU 
s/ 
Table 6.2.2 shows that the TQM in central university libraries in India can be 
applied easily. It can be observed from the table that majority of the central university 
libraries, i.e., 85.71% express their willingness and easiness in applying TQM except 
VBU. 
Table 6.2 3. Applications of TQM model 
Responses 
MBNQAS 
ISO 9000 
EFQM 
Any Other 
AMU 
^ 
BHU 
s/' 
DU 
• ' 
JMI 
^ 
JNU 
/ 
NEHU 
^ 
VBU 
NAAC 
Table 6.2.3 depicts that that majority of the library are trying to use ISO 9000 
model for quality process except central university of VBU. 
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Table 6.2.4. ISO Certification 
Responses 
Certified 
Under Process 
Under Plan 
No Further Plan 
AMU 
^ 
BHU 
/ 
DU 
•" 
JMI 
/ 
JNU 
V 
NEHU 
^ 
VBU 
^ 
Table 6.2.4 depicts that 85.71% of the central university libraries are planning 
to get the certification from ISO except Central Library of VBU. 
Table 6. 2.5. Use of Statistical Process 
Responses 
Yes 
No 
AMU 
^ 
BHU 
• 
DU 
• 
JMI 
/ 
JNU 
/ 
NEHU 
^ 
VBU 
^ 
Table 6.2.5 shows that whether the central university libraries are use 
statistical tools / technique or not. It can be found that cent percent of the libraries 
reported that they are using statistical tools for the quality control. 
Table 6.2.6. Appointments of Additional Staff for TQM 
Responses 
Yes 
No 
AMU 
•" 
BHU 
/ 
DU 
/ 
JMI 
^ 
JNU 
•" 
NEHU 
/ 
VBU 
^ 
It is clear from the table 6.2.6 that none of the libraries have appointed any 
additional staff for TQM. 
Table 6.2.7. Appointments of Quality Consultant 
Responses 
Yes 
No 
AMU 
^ 
BHU 
^ 
DU 
v^  
JMI 
y 
JNU 
,/ 
NEHU 
^ 
VBU 
s^ 
It can be observed that only 28% of the university library, i.e., JMI and NEHU 
have appointed consultant for quality management. 
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Table 6.2.8. Quality Management Programme Organized by the Library 
Responses 
Workshop 
Seminar/Conference 
Training 
AMU 
^ 
BHU 
^ 
DU 
,/ 
JMI 
^ 
JNU 
^ 
NEHU 
^ 
VBU 
,/ 
The table 6.2.8 depicts that most of the central university libraries have 
conducted several programs like seminars and workshops related to the quality 
management for improving quality services in their libraries. 
Table 6.2. 9. Experience in Quality Management Project Activity 
Responses 
Yes 
No 
AMU 
y 
BHU 
/ 
DU 
/ 
JMI 
^ 
JNU 
/ 
NEHU 
•/ 
VBU 
y 
It can be concluded from the table 6.2.9 that all the respondents posses 
experience of quality management projects. 
Table 6.2.10. Awareness of Quality Management Activities 
Responses 
Yes 
No 
AMU 
Y 
BHU 
^ 
DU 
^ 
JMI 
/ 
JNU 
V 
NEHU 
^ 
VBU 
^ 
Table 6.2.10 shows that the library subordinates/staff are aware of the quality 
management activities in there libraries and are fully aware of the quality 
management process and practices. 
Table 6.2.11. Effectiveness of TQM 
Responses 
Yes 
No 
AMU 
^ 
BHU 
/ 
DU 
^ 
JMI 
• ' 
JNU 
/ 
NEHU 
Y 
VBU 
• 
Table 6.2.11 shows that effectiveness of TQM in central university libraries. 
The 100% of respondents find that TQM is very effective in library process and 
procedure. 
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Part 3. Analysis of TQM Elements (Librarians Views) 
This section deals with the description of five elements of TQM, i.e., 
Leadership, Policy and Strategies, Staff Management, Resource, and process were 
used to measure the responses collected from the librarian/deputy librarian of seven 
central university libraries in India. Each element posses certain set of attributes, 
dependable enough to measure the qualitative aspect. The analysis examines the 
applications of TQM elements in central university libraries. The score of each 
element were tabulated and calculated in the form of mean average. 
Table 6.3.1. Maulana Azad Library, Aligarh Muslim University 
Elements of TQM 
Leadership 
Policy & Strategies 
Staff Management 
Resources 
Process 
Response 
a 
5 
4 
4 
5 
4 
b 
3 
5 
5 
4 
4 
c 
4 
4 
4 
5 
3 
d 
2 
3 
3 
4 
5 
e 
3 
2 
3 
4 
5 
Total 
17 
18 
19 
22 
21 
Average 
3.40 
3.60 
3.80 
4.40 
4.20 
Table 6.3.1 indicates that the results of five elements of TQM were collected 
from the M.A library of AMU. It indicates that the overall mean score of five 
elements of TQM. The element 'Resources' got the highest score, i.e., (4.40), 
followed by 'Process' (4.20), followed by 'Staff Management' (3.80), followed by 
'Policy Strategy' (3.60), whereas element 'Leadership' scored (3.40), which is the 
lowest. 
It can be observed from the table that the element 'Resources' got the highest 
score. It indicates that AMU pays more attention towards the 'Resources', which is an 
important element of TQM. In case of leadership element, AMU scored lowest. 
Table 6.3.2. Sayaji Rao Gaekwad Central Library, Banaras Hindu University 
Elements TQM 
Leadership 
Policy and Strategies 
Staff Management 
Resources 
Process 
Response 
a 
5 
5 
5 
5 
4 
b 
4 
5 
4 
5 
4 
c 
5 
4 
5 
4 
5 
d 
4 
5 
3 
5 
4 
e 
4 
5 
5 
5 
4 
Total 
22 
24 
22 
24 
21 
Average 
4.40 
4.80 
4.40 
4.80 
4.20 
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Table 6.3.2 reveals that the results of five elements of TQM v/Qve collected 
from the Sayaji Rao Gaekwad Central Library of Banaras Hindu University. It 
indicates that the overall mean score of five elements of TQM. The element 'Policy 
and Strategies' and 'Resources' scored (4.80), followed by 'Process' (4.20), followed 
by 'Leadership' and 'Staff Management', i.e., (4.40), whereas element 'Process' 
scored (4.20). It can be observed from the table the element 'Policy and Strategies' 
and 'Resources' got the highest score. It indicates that BHU pays more attention 
towards this element. The element 'Process' rated lowest. 
Table .6.3. 3. Central Reference Library, University of Delhi 
Elements of TQM 
Leadership 
Policy & Strategies 
Staff Management 
Resources 
Process 
a 
5 
4 
4 
5 
4 
b 
4 
4 
4 
4 
3 
Response 
c 
2 
5 
3 
4 
4 
d 
4 
3 
5 
5 
5 
e 
4 
3 
5 
5 
5 
Total 
19 
19 
21 
23 
21 
Average 
3.80 
3.80 
4.20 
4.60 
4.20 
Table 6.3.3 shows that the results of five elements of TQM were collected 
from the Central Reference library of DU. It indicates that the overall mean score of 
five elements of TQM. The element 'Resources' scored highest, i.e., (4.60), followed 
by 'Staff Management' and 'Process' (4.20), whereas element 'Leadership' and 
'Policy and Strategies' (3.80). It can be observed from the table the element 
'Resources' got the highest score. It shows that AMU pays more attention towards 
the 'Resources', which is an important element of TQM whereas 'Leadership' and 
'policy and strategy' element in DU was recorded to be the lowest. 
Table 6.3.4. Dr. Zakir Husain Central Library of Jamia Millia Islamia 
Elements 
Leadership 
Policy and Strategies 
Staff Management 
Resources 
Process 
Response 
a 
5 
5 
4 
5 
5 
b 
5 
5 
5 
5 
4 
c 
4 
4 
5 
4 
3 
d 
4 
5 
3 
5 
5 
e 
5 
5 
3 
4 
3 
Total 
23 
24 
20 
23 
20 
Average 
4.60 
4.80 
4.00 
4.60 
4.00 
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Table 6.3.4 reveals that the mean score of five element of TQM were 
collected from the Dr. Zakir Hussain library of JMI. The element 'Policy and 
Strategies' got the highest score, i.e., (4.80), followed by 'Leadership' and 
'Resources' (4.60), whereas element 'Staff Management' and 'Process' got (4.00). 
It can be observed from the table that the element 'Policy and Strategies' got 
highest score. It shows that the central library of JMI pays more attention towards the 
Policy and Strategies, which is important element of TQM. The 'Staff Management' 
and 'Process' element achieved the lowest score. 
Table 6.3.5. Central Library of Jawaharial Nehru University 
Elements of TQM 
Leadership 
Policy & Strategies 
Staff Management 
Resources 
Process 
a 
5 
5 
4 
5 
5 
b 
5 
4 
3 
3 
5 
Response 
c 
4 
3 
5 
5 
4 
d 
4 
4 
2 
2 
3 
e 
3 
4 
5 
3 
2 
Total 
21 
20 
19 
18 
19 
Average 
4.20 
4.00 
3.80 
3.60 
3.80 
Table 6.3.5 depicts that the results of five elements of TQM were collected 
from the central library of JNU. It indicates that the overall mean score of five 
elements of TQM. The element 'Leadership' got the highest score, i.e., (4.20), 
followed by 'Policy and Strategies' (4.00), followed by 'Staff Management' and 
'Process' (3.80), whereas element 'Resources' got the lowest, i.e, (360). 
It can be observed from the table the element 'Leadership' got the highest 
score. It shows that JNU pays more attention towards the 'Leadership' which is an 
significance element of TQM. The elements 'Resources' scored lowest. 
Table 6.3.6. Central Library of NEHU 
Elements of TQM 
Leadership 
Policy & Strategies 
Staff Management 
Resources 
Process 
Response 
a 
2 
2 
5 
4 
4 
b 
4 
2 
4 
5 
4 
c 
3 
5 
4 
5 
5 
d 
3 
5 
5 
5 
3 
e 
5 
4 
4 
4 
2 
Total 
17 
18 
22 
23 
18 
Average 
3.40 
3.60 
4.40 
4.60 
3.60 
155 
Table 6.3.6 reveals that the results of five elements of TQM were collected 
from the central library of NEHU. It shows that the overall mean score of five 
elements of TQM. The element 'Resources' got the highest score, i.e., (4.60), 
followed by 'Staff Management' (4.40), followed by 'Process' and 'Policy and 
Strategies (3.60), whereas element' leadership' got (360), which is the lowest score. 
It can be observed from the table 6.3.6 that the element 'Resources' got the 
highest score. It reveals that that NEHU pays more attention towards the 'Resources', 
which is an important element of TQM. The element 'Leadership' scored lowest. 
Table 6.3.7. Central Library of VBU 
Elements 
1. Leadership 
2. Policy & Strategies 
3. Staff Management 
4. Resources 
5. Process 
Response 
a 
5 
4 
5 
2 
5 
b 
5 
5 
2 
4 
4 
c 
5 
4 
5 
3 
4 
d 
5 
5 
4 
4 
3 
e 
4 
3 
4 
3 
2 
Total 
24 
21 
20 
16 
18 
Average 
4.80 
4.20 
4.00 
3.30 
3.60 
Table 6.3.7 depicts that the results of five elements of TQM were collected 
from the Central Library of VBU. It indicates that the overall mean score of five 
elements of TQM. The element 'Leadership' got the highest score, i.e., (4.80), 
followed by 'Policy and Strategies' (4.20), followed by 'Staff Management' (4.00), 
followed by process (3.60), whereas element 'Resources' achieved lowest, i.e., (3.30). 
It can be observed from the table 6.3.7 that the element 'Leadership' got the 
highest score. It shows that VBU pays more attention towards the 'leadership', which 
is an important element of TQM whereas 'Resources' scored lowest. 
6.3.8. Comparison of TQM Element (Librarian responses) 
The data with regard to the TQM elements is presented and tabulated in Table 
6.37. Each element has five attributes to measure the principle and element of TQM in 
seven central university librarians of India. Data/response were obtain from the 
University Librarian/deputy librarian regarding the perception of TQM principals and 
practices 
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able 6.3.8. Comparison of TQM Element between Seven Central University 
Libraries 
Element of TQM 
Leadership 
Policy and 
Strategies 
Staff 
Management 
Resources 
Process 
Universities 
AMU 
3.40 
3.60 
3.80 
4.40 
4.20 
BHU 
4.40 
4.80 
4.40 
4.80 
4.20 
DU 
3.80 
3.80 
4.20 
4.60 
4.20 
JMI 
4.60 
4.80 
4.00 
4.60 
4.00 
JNU 
4.20 
4.00 
3.80 
3.60 
3.80 
NEHU 
3.40 
3.60 
4.40 
4.60 
3.60 
VBU 
4.80 
4.20 
4.00 
3.30 
3.60 
Total 
28.60 
28.80 
28.60 
29.90 
27.60 
Average 
4.085 
4.114 
4.085 
4.271 
3.942 
To measure the TQM in the seven central university Ubraries of India, the 
investigator used 5 quality elements, i.e., Leadership, Policy and Strategies, Staff 
Management, Resources and Process. Each element posses certain set of attributes, 
dependable enough to measure the qualitative aspect. The mean of librarian 
(respondents) pertaining to these 5 elements has been measured. 
Table 6.3.8 presents the results of 'Leadership' quality aspect comprising five 
statements. The results are based on the information collected from university 
librarian/ Deputy Librarians, which helps in measuring the perception of librarians 
with regard to 'leadership'. It shows that the mean score of VBU is highest, i.e. 
(4.80), followed by JMI (4.60), followed by BHU and JNU got third and fourth 
position with score of (4.40) and (4.20), followed by DU (3.80), i.e., fifth position 
,whereas AMU and NEHU scored, i.e., (3.40), got the six positions respectively. The 
overall average mean of seven central university libraries for 'Leadership' elements is 
(4.085), which clearly depicts that four universities, i.e., BHU (4.40), JMI (4.60), JNU 
(4.20) and VBU (4.80), scored higher then the overall average mean. The result shows 
that VBU focuses more attention towards leadership quality. The score of AMU and 
NEHU are very low which reflects that libraries do not show their consciousness 
about the quality element 'leadership'. 
Table 6.3.8 reveals that the results of Policy and Strategies aspect based on 
the data were collected from university librarian/Deputy librarians, which help in 
measuring the perception of librarians with regard to 'Policy and Strategies'. It 
indicates that the overall mean score of element 'Policy and Strategies' BHU and JMI 
has got the highest, i.e., (4.80), followed by VBU (4.20), followed by JNU (4.00), 
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followed by DU (3.80), whereas. NEHU and AMU scored (3.60), got the fifth 
position respectively. The overall average mean of seven central university libraries 
for 'Policy and Strategies' element is (4.114), which clearly depicts that only three 
universities, i.e., BHU and JMI (4.80), VBU (4.20) scored higher than the overall 
average mean. The result shows that BHU and JMI focus more attention towards 
'Policy and Strategies'. The score of AMU and NEHU are very low which reflects 
that libraries do not show consciousness about the 'Policy and Strategies 'element. 
The results 'Staff Management' quality aspect comprising five statements 
based on the data collected from university librarian/Deputy librarians, which helps in 
measuring the perception of librarians with regard to 'Staff Management' in table 
6.3.8. It shows that the mean score of BHU and NEHU is highest, i.e., (4.40), 
followed by DU (4.20), followed by VBU and JMI got third position with score of 
(4.00), whereas AMU and JNU got (3.80) i.e., fourth position. The overall average 
mean of seven central university libraries for 'Staff Management' element is (4.085), 
which clearly depicts that only four universities, i.e., VHU (4.00), JMI (4.00), JNU 
(3.80) and AMU (3.80) scored lower then the overall average mean. The result shows 
that NEHU and BHU focus more attention towards 'Staff Management' element. 
Table 6.3.8 indicates that the results of 'Resources' element based on the 
information collected from university librarian/Deputy librarian, which helps in 
measuring the perception of librarians with regard to 'Resources'. It indicates that the 
overall mean score of element 'Resources', BHU got the highest, i.e., (4.80), followed 
by JMI, DU and NEHU scoring , i.e., (4.60), followed by AMU third position with the 
score of (4.40) and JNU got forth position with (3.60) score. The VBU scored (3.30) 
and got the fifth position respectively. The overall average mean of seven central 
university libraries for 'Resources' element is (4.271), which clearly depicts that only 
two universities, i.e., JNU (3.60) and VBU (3.30) scored lower then the overall 
average mean. The result shows that BHU focuses more attention towards 
'Resources' element. The score of VBU is very low which reflects that library do not 
show their consciousness about the Resources management. 
Table 6.3.8 also depicts that the results of 'process' element based on the 
response collected from university librarian/Deputy librarians to measure the 
perception of librarians with regard to element 'Process'. It indicates that the overall 
mean score of element 'Process'. AMU, BHU and DU got the highest, i.e., (4.20), 
followed by JMI (4.00), followed by JNU with the score of (3.80) whereas, NEHU 
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and VBU scored (3.60), which is the lowest. The overall average mean of seven 
central university libraries for 'Process' elements is (3.942), which clearly depicts that 
only three universities, i.e., JNU which (3.80), NEHU and VBU (3.60), scored lower 
then the overall average mean. The result shows that AMU, BHU and DU focus more 
attention towards 'Process'. The score of VBU is lowest, which reflects that libraries 
do not show their consciousness about the 'Resources' elements. 
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Part 4 
6.4. MAULANA AZAD LIBRARY, ALIGARH MUSLIM UNIVERSITY 
To measuthe TQM in the Maulana Azad Library (A central library) of Aligarh 
Muslim University (AMU), the investigator used six quality dimensions, i.e. 
Reliability, Responsiveness, Assurance, Access, Communication and Tangibles. Each 
dimension posses certain set of attributes, dependable enough to measure the 
qualitative aspect. The mean of faculty and research scholars pertaining to these six 
dimensions has been measured. To substantiate, the average mean has been tabulated 
for each of the user groups, i.e. Faculty and Research Scholars. 
Table 6.4.LQuality Dimension: Reliability 
Particulars 
Giving correct answers to reference 
questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and 
running 
Making sure that overdue notices and 
fine notices are accurate. 
Total 
Average Mean 
Faculty 
Members 
3.50 
3.35 
3.75 
3.80 
3.50 
17.9 
3.58 
Research 
Scholars 
2.23 
3.55 
3.57 
3.97 
3.90 
17.22 
3.44 
Mean Score 
2.86 
3.45 
3.66 
3.88 
3.70 
17.56 
3.51 
Table 6.4.1 shows the attributes of quality dimension, i.e., of Reliability in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension 'Reliability' consists of five questions (attributes), to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of mean. It reveals that 'Keeping 
computer databases up and nmning' scored highest for both the user groups, i.e., 
(3.88), followed by 'Making sure that overdue notices and fine notices are accurate', 
i.e, (3.70), whereas 'Keeping records consistent with actual holdings/status' scored 
(3.66), followed by 'Making relevant information available', i.e., (3.45) and 'Giving 
correct answers to reference questions', i.e., (2.86), which is the lowest mean score of 
the respondents. 
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It can be noted that the user group of facuUy members scored higher average 
mean, i.e., (3.58), whereas the average mean of research scholars is (3.44). The 
overall average mean of user groups for Reliability dimensions is (3.51), which 
clearly depicts that only two areas, i.e., 'Making relevant information available' (3.45) 
and giving correct answers to reference questions (2.86), scored lower than the overall 
average mean. 
Fig. 6.4.1 (a) Quality Dimension: Reliability (Item-wise) 
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answers to reference mformation available consistent with actual databases up and overdue notices and 
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I Faculty Research Scholars 
Fig. 6.4.1 (b) Quality Dimension: Reliability 
(Average Mean) 
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Table 6.4.2. Quality Dimension: Responsiveness 
Particulars 
Making new information 
available 
Timeliness delivery of 
information 
Re-shelving of books 
Effective ILL System 
Familiarity with OP AC 
Recency of journals and 
newspapers. 
Total 
Average Mean 
Faculty 
Members 
3.35 
2.50 
2.85 
3.15 
3.30 
3.05 
18.20 
3.03 
Research 
Scholar 
2.92 
3.57 
2.92 
2.57 
3.77 
3.57 
19.32 
3.22 
Mean Scssore 
3.13 
3.03 
2.88 
2.86 
3.53 
3.31 
18.74 
3.12 
Table 6.4.2 indicates that the attributes of quality dimension, i.e., of 
Responsiveness in Library and Information Services based on the responses obtained 
from the users. This service quality dimension Responsiveness consists of six 
questions (attributes) to measures the readiness and timelines of library staff to 
provide information and services. The results were tabulated and computed in the 
form of average mean. It reveals that 'Familiarity with OP A C scored highest for both 
the user groups, i.e., (3.53), followed by 'Recency of journals and newspapers', i.e., 
(3.31), followed by, 'Making new information available' scored (3.13), followed by 
'Timeliness delivery of information', i.e., (3.03) and 'Reshelving of books' scored 
i.e., (2.88), whereas 'Effective ILL System' scored very low average mean of user 
groups, i.e., (2.86). 
Further analysis. It can be noted that the user group of research scholars scored 
higher average mean, i.e. (3.22), whereas the average mean of faculty members is 
(3.03). The overall average mean of user groups for 'Responsiveness' dimension is 
(3.12), which clearly depicts that three areas, i.e., 'Timeliness delivery of 
information' (3.03) 'Re-shelving of books', (2.88) and 'Effective ILL System',i.e. 
(2.86), scored lower than the overall average mean. 
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Fig. 6.4.2 (a) Quality Dimension: Responsiveness (Item-wise) 
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Table 6.4.3. Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Through understanding of the 
collections 
Familiarity of CD- ROM System 
Providing individual attention to users 
Recognizing the regular users by the 
library staff 
Total 
Average Mean 
Faculty 
Members 
3.95 
3.25 
3.05 
3.25 
3.70 
17.2 
3.44 
Research 
Scholar 
4.00 
3.92 
3.17 
4.30 
3.90 
19.29 
3.85 
Mean 
Score 
3.97 
3.58 
3.11 
3.77 
3.80 
18.23 
3.65 
1(»3 
Table 6.4.3 indicates that the attributes of quahty dimension, i.e., of 
'Assurance 'in Library and Information Services based on the responses obtained 
from the users. This service quahty dimension of 'Assurance' consists of five 
questions (attributes) to measure the knowledge and courtesy of the library staff and 
their ability to convey confidence. The results were tabulated and computed in the 
form of average mean. It reveals that 'Appearance of staff scored highest for both the 
user groups, i.e. (3.97), followed by 'Recognizing the regular users by the library 
staff, i.e., (3.80), followed by, 'Providing individual attention to users' scored (3.77), 
followed by 'Thorough understanding of the collections, i.e., (3.58), whereas 
'Familiarity of CD- ROM System' scored lowest average mean, i.e., (3.11). 
It can be noted that the user group of research scholar scored the higher 
average mean, i.e., (3.85), whereas the average mean of faculty is (3.44). The overall 
average mean of user groups for 'Assurance' dimension is (3.65), which clearly 
depicts that only two areas, i.e., 'Through understanding of the collections' (3.58) and 
'Familiarity of CD-ROM System' (3.11), scored lower than the overall average mean. 
5 
4.5 
4 
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3 
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Fig. 6.4.3 (a) Quality Dimension: Assurance (Item-wise) 
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Fig. 6.4.3 (b) Quality Dimension: Assurance 
(Average Mean) 
3.85, (53%) 
• Faculty I Research Scholars 
3.44, (47%) 
Table 6.4.4. Quality Dimension: Access 
Particulars 
Availability of staff at reference 
desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
Members 
2.90 
3.20 
3.25 
4.15 
3.55 
17.05 
3.41 
Research 
Scholar 
3.40 
3.47 
4.12 
4.15 
3.65 
18.79 
3.75 
Mean Score 
3.15 
3.33 
3.68 
4.15 
3.60 
17.91 
3.58 
Table 6.4.4 shows the attributes of quality dimension, i.e., of 'Access' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. It reveals that 'Library opening hours' scored highest for both the user 
groups, i.e, (4.15) followed by 'Availability of computer terminals', i.e., (3.68) 
followed by 'Time spent at circulation desk' scored (3.60.) followed by 'Availability 
of Xerox facility, i.e., (3.33) whereas, 'Availability of staff at reference desk', scored 
the lowest mean score of the respondents, i.e., (3.15). 
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It can be noted that the user group of research scholars scored the higher 
average mean, i.e., (3.75), whereas the average mean of facuhy members is (3.41). 
The overall average mean of user groups for 'Access' dimensions is (3.58). which 
clearly depicts that only two areas, i.e., 'Availability of Xerox facility' (3.33) and 
'Availability of staff at reference desk', i.e., (3.15) scored lower than the overall 
average mean. 
Fig. 6.4.4 (a) Quality Dimension: Access (Item-wise) 
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Table 6.4.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and services 
Provision of user education 
Availability, clarity, easy in uses of OP AC 
User manual 
Availability, clarity, easy in uses of CD-
ROM user manual 
Assuring the users that her/his Problem 
will be handled 
Total 
Average Mean 
Faculty 
Members 
3.55 
3.25 
3.50 
3.10 
4.00 
17.4 
3.48 
Research 
scholars 
3.75 
2.77 
3.47 
2.85 
3.52 
16.36 
3.27 
Mean 
Score 
3.65 
3.01 
3.48 
2.97 
3.76 
16.87 
3.37 
Table 6.4.5 indicates that attributes of quality dimensions, i.e., of 
Communications in Library and Information Services based on the responses obtained 
from the users. This service quality dimension of Communications consists of five 
questions (attributes) to measure the ability to keep clients informed in a language 
they understand and the ability to listen to them. The results were tabulated and 
computed in the form of mean. It reveals that 'Assuring the users that her/his Problem 
will be handled' scored highest for both the user groups, i.e., (3.76), followed by 
'Awareness of library facilities and services', i.e., (3.65), whereas 'Availability, 
clarity, easy in uses of OPAC User manual', i.e., (3.48), followed by 'Provision of 
user education' i.e., (3.01) and 'Availability, clarity, easy in uses of CD- ROM user 
manual', which is the lowest mean score of the respondent, i.e., (2.97). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.48), whereas the average mean of research scholars is (3.27). The 
overall average mean of user groups for 'Commimications' dimensions is (3.37), 
which clearly depicts that only two areas, i.e., 'Provision of user education'(3.01) and 
'Availability, clarity, easy in uses of CD- ROM user manual' (2.97) scored lower than 
the overall average mean. 
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Fig. 6.4.5 (a) Quality Dimension: Communications 
(Item-wise) 
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Table 6.4.6. Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illuminate in the library 
Maintenance of Silence in study 
hall 
Total 
Average Mean 
Faculty 
Members 
3.65 
3.15 
3.05 
3.35 
13.2 
3.30 
Research 
Scholars 
3.82 
3.92 
4.22 
3.70 
15.66 
3.91 
Mean Score 
3.74 
3.54 
3.64 
3.52 
14.44 
3.61 
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Table 6.4.6 shows the attributes of quality dimension, i.e., of 'Tangibles' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of'Tangibles' consists of four questions (attributes) to 
measure the maintenance of physical facilities. The results were tabulated and 
computed in the form of average mean. It reveals that 'Library furniture' scored 
highest for both the user groups, i.e., (3.74), followed by 'Proper illumination in the 
library ', i.e., (3.64), followed by' 'Temperature setting in library (3.53), whereas 
'Maintenance of Silence in study hall', i.e., (3.52), scored lowest mean score of the 
respondents. 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (3.91), whereas the average mean of faculty members is (3.30). The overall 
average mean of user groups for Tangibles dimension is (3.61), which clearly depicts 
that only two areas, i.e., 'Temperature setting in library' (3.54) and 'Maintenance of 
Silence in study hall', (3.52), scored lower than the overall average mean. 
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Fig. 6.4.6 (a) Quality Dimension: Tangibles (Item-wise) 
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Fig. 6.4.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
3.91,(54%) 
3.3,(46%) 
I Faculty I Research Scholars 
Table 6.4.7. Dimension wise analysis of Average mean 
Service Quality dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean of users 
3.51 
3.12 
3.65 
3.58 
3.37 
3.61 
20.84 
3.47 
Rank 
4 
6 
1 
3 
5 
2 
Table 6.4.7 depicts that the comparative analysis of six dimensions of service 
quality, which were collected from users of MA Library of AMU. The overall average 
mean of each dimensions analyses shows that 'Assurance' perceived the high scored, 
i.e., (3.65), followed by 'Tangible' (3.61), whereas the service quality dimension of 
'Access' scored, (3.58) followed by 'Reliability', (3.51), followed by 
'Communications' (3.37), whereas 'Responsiveness ' achieved to be lowest, i.e., 
(3.12). 
The further analysis indicates that 'Assurance' got the highest mean score, i.e., 
(3.65) and 'Responsiveness' scored the least mean score (3.33). It shows the library 
staff's posses good knowledge and skills to provide information to users about library 
collections and services. It also shows that library staff has ability to convey 
confidence, politeness, friendliness with respect to users. From the analysis of table, it 
reveals that users are very much satisfied about the Tangibles dimension such as 
building and furniture and infrastructure facilities of MA library. The perception of 
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users about the service quality dimensions of 'Responsiveness' is very low. They are 
not satisfied with quality dimension 'Responsiveness'. 
Fig. 6.8.7 Dimension Wise Analysis of Average Mean 
3.7 
3.6 
3.5 
3.4 
3.3 
3.2 
3.1 
3 
2.9 
2.8 
3.51 
, . 
3.12 
Reliability Responsiveness Assurance Access 
3.65 
• 
3.58 3.61 
3.37 
Communications Tangible 
6.5. SAYAJI RAO GAEKWAD CENTRAL LIBRARY, BANARAS HINDU 
UNIVERSITY 
To measure the TQM in the Sayaji Rao Gaekwad Central Library of Banaras 
Hindu University, the investigator used six quality dimensions, i.e.. Reliability, 
Responsiveness, Assurance, Access, Communication and Tangibles. Each dimension 
posses certain set of attributes, dependable enough to measure the qualitative aspect. 
The mean of faculty members and research scholars pertaining to these six 
dimensions has been measured. To substantiate, the average mean has been tabulated 
for each of the user groups, i.e., faculty members and research scholars. 
Table 6.5.1. Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference 
questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and 
running 
Making sure that overdue and fine notices 
are accurate. 
Total 
Average Mean 
Faculty 
Members 
3.80 
4.15 
3.45 
3.20 
3.95 
18.55 
3.71 
Research 
scholars 
3.60 
2.80 
2.05 
3.20 
3.20 
14.85 
2.97 
Mean Score 
3.70 
3.47 
2.75 
3.20 
3.57 
16.69 
3.33 
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Table 6.5.1 indicates that attributes of quality dimension, i.e., of 'Reliability' 
in Library and Information Services based on the responses obtained from the users. 
This service quality dimension Reliability consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Giving correct answers to reference questions ' scored highest for both the user 
groups, i.e., (3.70), followed by 'Making sure that overdue and fine notices are 
accurate', i.e., (3.57), followed by, 'Making relevant information available (3.47), 
followed by 'Keeping computer databases up and running', i.e., (3.20), whereas 
'Keeping records consistent with actual holdings/status',i.e., (2.75), which is the 
lowest mean score of the respondents. 
The further analysis reveals that the user group of faculty members scored 
higher average mean, i.e., (3.71), whereas the average mean of research scholars is 
(2.97). The overall average mean of user groups for 'Reliability' dimension is (3.33), 
which clearly shows that only two areas, i.e., 'Keeping computer databases up and 
running' (3.20) and 'Keeping records consistent with actual holdings/status' (2.75), 
scored lower than the overall average mean. 
Fig. 6.5.1 (a) Quality Dimension: Reliability (Item-wise) 
4.15 
2 8 
" • ' , * • ; 
3.45 
2 05 
• 
3.2 3.2 
' S ^ 
3.95 
Giving correct answers Making relevant Keeping records Keeping computer Making sure that overdue 
to reference questions mfonnauoa available consistent with actual databases up and ninning and fine notices are 
holdings/status accurate 
B Faculty I Research Scholars 
i % 172 
• * 
Fig. 6.5.1 (b) Quality Dimension: Reliability 
(Average Mean) 
3.71,(56%) 
2.97, (44%) 
• Faculty I Research Scholars 
Table 6.5.2. Quality Dimension: Responsiveness 
Particulars 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OP AC 
Recency of journals and 
newspapers. 
Total 
Average Mean 
Faculty 
Members 
4.20 
4.10 
3.20 
3.70 
3.75 
4.05 
23.00 
3.83 
Research scholars 
3.60 
2.65 
3.40 
3.20 
4.35 
3.40 
20.6 
3.43 
Mean Score 
3.90 
3.37 
3.30 
3.45 
4.05 
3.72 
21.79 
3.63 
Table 6.5.2 reveals the attributes of quality dimension, i.e., of 
'Responsiveness' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of Responsiveness consists of 
six questions (attributes) to measure the readiness of library staff in providing service. 
The results were tabulated and computed in the form of average mean. It reveals that 
'Familiarity with OP A C scored highest for both the user groups, i.e., (4.05), followed 
by 'Making new information available, i.e., (3.90), whereas 'Recency of journals and 
newspapers' scored (3.72), followed by 'Effective ILL System', i.e., (3.45), and 
'Timeliness delivery of information, i.e. (3.37) whereas 'Re-shelving of books' scored 
very low average mean of user group, i.e., (3.30). 
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It shows that the user group of faculty members scored higher average mean, 
i.e., (3.83), whereas the average mean of research scholars is (3.43). The overall 
average mean of both user groups for 'Responsiveness' dimension is 3.63, which 
clearly depicts that three areas, i.e., 'Re-shelving of books' (3.30), 'Effective ILL 
System' (3.45) and 'Timeliness delivery of information' (3.37) scored lower than the 
overall average mean. 
Fig. 6.5.2 (a) Quality Dimension: Responsiveness (Item-wise) 
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Table 6.5.3.Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Thorough understanding of the 
collections 
Familiarity of CD- ROM System 
Providing individual attention to 
users 
Recognizing the regular users by the 
library staff 
Total 
Average Mean 
Faculty 
Members 
4.10 
3.90 
3.70 
4.00 
3.35 
19.05 
3.81 
Research 
Scholars 
3.85 
3.70 
3.70 
3.70 
3.70 
18.65 
3.73 
Mean Score 
3.97 
3.80 
3.70 
3.85 
3.52 
18.84 
3.76 
Table 6.5.3 shows the attributes of quality dimension, i.e., of 'Assurance' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Assurance consists of five questions (attributes) to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
reveals that 'Appearance of staff scored highest for both the user groups', i.e., (3.97), 
followed by 'Providing individual attention to users', i.e., (3.85), whereas 'Thorough 
understanding of the collections' scored (3.80) followed by 'Familiarity of CD- ROM 
System, i.e., (3.70) and 'Recognizing the regular users by the library staff recorded 
the lowest mean score of the respondent, i.e., (3.52). 
It can be found that the user group of faculty members scored higher average 
mean, i.e, (3.81) whereas the average mean of faculty members is (3.73). The overall 
average mean of user groups for Assurance dimension is (3.76), which clearly depicts 
that only two areas, i.e., 'Recognizing the regular users by the library staff scored, 
i.e., (3.52) and 'Familiarity of CD- ROM System' (3.70) scored lower than the overall 
average mean. 
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Fig. 6.5.3 (a) Quality Dimension: Assurance (Item-wise) 
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Fig. 6.5.3 (b) Quality Dimension: Assurance 
(Average Mean) 
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Table 6.5.4 Quality Dimension: Access 
Particulars 
Availability of staff at reference desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
Members 
3.95 
4.05 
3.80 
3.90 
3.60 
19.30 
3.86 
Research 
scholars 
4.15 
2.50 
2.50 
2.75 
2.75 
14.65 
2.93 
Mean Score 
4.05 
3.27 
3.15 
3.32 
3.17 
16.96 
3.39 
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The attributes of quality dimension, i.e., of Access in Library and Information 
Services based on the responses obtained from the users has presented in Table 6.5.4. 
This service quality dimension of 'Access' consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
indicates that 'Availability of staff at reference desk' scored highest for both the user 
groups, i.e., (4.05) followed by 'Library opening hours', i.e., (3.32) followed by 
'Availability of Xerox facility' scored ,i.e. (3.27.) followed by 'Time spent at 
circulation desk' ,i.e., (3.17), whereas 'Availability of computer terminals' which is 
the lowest mean score of the respondents, i.e., (3.15). 
It can be observed fi-om the table 6.54 that the user group of faculty members 
scored higher average mean, i.e., (3.86), whereas the average mean of research 
scholars is (2.93). The overall average mean of user group for 'Access' dimension is 
(3,39) which clearly depicts that only one area, i.e., 'Availability of staff at reference 
desk' scored (4.05) which is higher than the overall average mean. 
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Fig. 6.5.4 (b) Quality Dimension: Access 
(Average Mean) 
2.93, (43%) 
3.86, (57%) 
I Faculty I Research Scholars 
Table 6.5.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and services 
Provision of user education 
Availability, clarity, easy in uses of OPAC 
User manual 
Availability, clarity, easy in uses of CD-
ROM user manual 
Assuring the users that her/his Problem 
will be handled 
Total 
Average Mean 
Faculty 
4.15 
3.80 
3.80 
3.50 
3.55 
18.8 
3.76 
Research 
scholar 
4.05 
2.25 
2.65 
3.45 
3.30 
15.70 
3.14 
Mean Score 
4.10 
3.02 
3.22 
3.47 
3.42 
17.23 
3.44 
Table 6.5.5 shows the attributes of quality dimension, i.e., of 
'Communications' in Library and Information Services based on the responses 
collected from the users. This service quality dimension of 'Communications' 
consists of five questions (attributes) to measure the ability to keep clients informed in 
a language they understand and the ability to listen to them. The results were 
tabulated and computed in the form of average mean. It reveals that 'Awareness of 
library facilities and services' scored highest for both the user groups, i.e., (4.10), 
followed by 'Availability, clarity, easy in uses of CD- ROM user manual', i.e., (3.47), 
whereas 'Assuring the users that her/his Problem will be handled' (3.42), followed by 
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'Availability, clarity, easy in uses of OPAC User manual, i.e., (3.22) and as regards 
quality relating to 'Provision of user education' which is the lowest mean score of the 
respondents, i.e., (3.02). 
It can be perceived that the user group of faculty members scored higher 
average mean, i.e., (3.76), whereas the average mean of research scholars is (3.14). 
The over all average mean of user groups for 'Communication' dimension is (3.44) 
which is clearly depicts that only two query related to 'Awareness of library facilities 
and services' (4.10), 'Availability, clarity, easy in uses of CD- ROM user manual' 
(3.47) are comparatively higher then the overall average mean. 
Fig. 6.5.5 (a) Quality Dimension: Communications (Item-wise) 
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Fig. 6.5.5 (b) Quality Dimension: Communications 
(Average Mean) 
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Table 6.5.6. Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
3.55 
3.45 
3.55 
3.30 
13.85 
3.46 
Research 
Scholar 
2.60 
3.60 
3.85 
4.15 
14.2 
3.55 
Mean Score 
3.07 
3.52 
3.70 
3.72 
14.01 
3.50 
Table 6.5.6 indicates that the attributes of quality dimension, i.e., of 
'Tangibles' in Library and Information Services based on the responses obtained from 
the users. This service quality dimension of Tangibles consists of four questions 
(attributes) to measure the maintenance of physical facilities. The results were 
tabulated and computed in the form of average me£in. It shows that 'Maintenance of 
silence in study hall' scored highest for both the user groups, i.e., (3.72), followed by 
'Proper illumination in the library', i.e., (3.70) followed by 'Temperature setting in 
library (3.52), whereas the 'Library fiimiture', (3.07) scored the lowest mean of the 
respondents. 
It is observed that the user group of research scholars scored higher average 
mean, i.e., (3.55), whereas the average mean of faculty members is (3.46). The overall 
average mean of user groups for Tangibles dimension is (3.50), which clearly shows 
that only one area, i.e., 'Library furniture' (3.07) scored lower than the overall 
average mean. 
Fig. 6.5.6 (a) Quality Dimension: Tangibles (Item-wise) 
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Fig. 6.5.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
3.55,(51%) 
I Faculty I Research scholar 
3.46(49%) 
Table NO.6.5.7 Dimensions wise Analysis of Average Mean 
Service Quality Dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean 
3.33 
3.63 
3.76 
3.39 
3.44 
3.50 
21.05 
3.51 
Rank 
6 
2 
1 
5 
4 
3 
Table 6.5.7 reveals the comparative analysis of six dimensions of service 
quality, which were collected from the users of SRG Central library of BHU. The 
overall average mean of each dimensions analysis shows that 'Assurance' perceived 
the high scored, i.e., (3.76), followed by 'Responsiveness', i.e., (3.63), whereas the 
service quality dimension of 'Tangible' scored (3.50) followed by 'Communications' 
i.e., (3.44), followed by 'Access' ,i.e., (3.39) and 'Reliability' scored the lowest, i.e., 
(3.33). 
181 
3.8 
3.7 
3.6 
3.5 
3.4 
3J 
3.2 -
3.1 
Fig. 6.5.7 Dimension Wise Analysis of Average Mean 
3.76 
3.63 
3.39 
3.44 
K^ 
Reliability Responsiveness Assurance Access Communications Tangible 
6.6. CENTRAL REFERENCE LIBRARAY, UNIVERSITY OF DELHI 
To measure the TQM in the Central Library of University of Delhi (DU) the 
investigator used six quality dimensions, i.e., Reliability, Responsiveness, Assurance, 
Access, Communication and Tangibles. Each dimension posses certain set of 
attributes, dependable enough to measure the qualitative aspect. The mean of faculty 
and research scholars pertaining to these six dimensions has been measured. To 
substantiate, the average mean has been tabulated for each of the user groups, i.e., 
Faculty members and Research scholars. 
Table 6.6.1. Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and running 
Making sure that overdue and fine notices are 
accurate. 
Total 
Average Mean 
Faculty 
Member 
s 
4.40 
4.02 
4.00 
3.30 
3.60 
19.32 
3.86 
Research 
Scholars 
4.10 
4.00 
4.20 
4.24 
3.58 
20.12 
4.02 
Mean 
Score 
4.25 
4.01 
4.10 
3.77 
3.59 
19.72 
3.94 
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Table 6.6.1 shows the attributes of quality dimension, i.e., of 'Reliability' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Reliability consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Giving correct answers to reference questions' scored highest for both the user 
groups, i.e., (4.25) followed by 'Keeping records consistent with actual 
holdings/status',i.e., (4.10) and 'Making relevant information available', i.e., (4.01) 
followed by 'Keeping computer databases up and running' scored (3.77), whereas 
'Making sure that overdue notices and fine nofices are accurate', i.e., (3.59) which is 
the lowest mean score of the respondents. 
It can be inferred fi-om the table 6.6.1 that the user group of research scholars 
scored higher average mean is (4.02) whereas the average mean of faculty members is 
(3.86). The over all average mean of user groups for 'Reliability' dimension is (3.94) 
which clearly depicts that only two areas, i.e., 'Keeping computer databases up and 
running' (3.77) and 'Making sure that overdue and fine notices are accurate', i.e., 
(3.59), scored lower than the overall average mean. 
Fig. 6.6.1 (a) Quality Dimension: Reliability (Item-wise) 
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Fig. 6.6.1 (b) Quality Dimension: Reliability 
(Average Mean) 
3.86, (49%) 
4.02,(51%) 
I Faculty I Research Scholars 
Table 6.6.2. Quality Dimension: Responsiveness 
Particulars 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OPAC 
Recency of journals and newspapers. 
Total 
Average Mean 
Faculty 
4.00 
4.40 
3.40 
3.95 
4.00 
3.25 
23.00 
3.83 
Research 
Scholars 
3.96 
3.93 
3.79 
3.93 
4.03 
3.73 
23.37 
3.89 
Mean Score 
3.98 
4.16 
3.59 
3.94 
4.01 
3.49 
23.17 
3.86 
Table 6.6.2 indicates the attributes of quality dimension, i.e., of 
'Responsiveness' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of 'Responsiveness' consists 
of six questions (attributes) to measure the readiness of library staff in providing 
service. The results were tabulated and computed in the form of average mean. It 
reveals that 'Timeliness delivery of information' scored highest for both the user 
groups, i.e., (4.16) followed by 'Familiarity with OPAC, i.e., (4.01), followed by 
'Making new information available' scored (3.98) followed by 'Effective ILL 
System', i.e., (3.94) and 'Re-shelving of books' scored (3.59), whereas 'Regency of 
journals and newspapers' scored (3.49) which is lowest among the all. 
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Further analysis reveals that the user group of research scholars scored higher 
average mean, i.e., (3.89), whereas the average mean of faculty members is (3.83). 
The over all average mean of user groups for 'Responsiveness' dimension is (3.86), 
which clearly depicts that only two areas, i.e., 'Re-shelving of books' is (3.59), and 
'Recency of journals and newspaper', i.e., (3.49), scored comparatively lower than the 
overall average mean. 
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Fig. 6.6.2 (b) Quality Dimension: Responsiveness 
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Table 6.6.3 Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Thorough understanding of the 
collections 
Familiarity of CD- ROM System 
Providing individual attention to 
users 
Recognizing the regular users by the 
library staff 
Total 
Average Mean 
Faculty 
Members 
4.32 
3.90 
3.70 
4.12 
3.47 
19.51 
3.90 
Research 
scholars 
4.17 
4.17 
4.20 
3.65 
4.03 
20.22 
4.04 
Mean 
Score 
4.24 
4.03 
3.95 
3.88 
3.75 
19.85 
3.97 
Table 6.6.3 shows the attributes of quality dimension, i.e., of 'Assurance' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Assurance consists of five questions (attributes) to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
reveals that 'Appearance of staff scored highest for both the user groups, i.e., (4.24) 
followed by 'Thorough understanding of the collections', i.e., (4.03), whereas 
'Familiarity of CD- ROM System' scored (3.95), followed by 'Providing individual 
attention to users', i.e., (3.88) and 'Recognizing the regular users by the library staff 
which is the lowest mean score of the respondents, i.e., (3.75). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (4.04), whereas the average mean of faculty is (3.90). The overall average 
mean of user groups for Assurance dimension is (3.97) which clearly depicts that 
three areas, i.e., 'Familiarity of CD- ROM System' (3.95) followed by 'Providing 
individual attention to users' (3.88) and 'Recognizing the regular users by the library 
staff (3.75) scored lower than the overall average mean. 
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Fig. 6.6.3 (a) Quality Dimension: Assurance (Item-wise) 
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Fig. 6.6.3 (b) Quality Dimension: Assurance 
(Average Mean) 
4.04,(51%) 
3.9, (49%) 
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Table 6.6.4. Quality Dimension: Access 
Particulars 
Availability of staff at reference desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
4.25 
3.02 
4.02 
4.25 
4.25 
19.79 
3.95 
Research 
scholar 
3.37 
3.75 
3.72 
3.75 
3.75 
18.34 
3.66 
Mean Score 
3.81 
3.38 
3.87 
4.00 
4.00 
19.06 
3.81 
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Table 6.6.4 indicates the attributes of quality dimension, i.e., of 'Access' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
reveals that 'Library opening hours' and 'Time spent at circulation desk' scored 
highest for both the user groups, i.e., (4.00), followed by 'Availability of computer 
terminals', i.e., (3.87), whereas 'Availability of staff at reference desk' scored (3.81) 
followed by 'Availability of Xerox Facility' which is the lowest mean score of the 
respondents, i.e., (3.38). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.95) whereas the average mean of research scholars is (3.66). The overall 
average mean of user groups for Access dimension is (3.81), which clearly depicts 
that only one area, i.e., 'Availability of Xerox facility' (3.38), scored lowest amount 
among the overall average mean. 
Fig. 6.6.4 (a) Quality Dimension: Access (Item-wise) 
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Fig 6.6.4 (b) Quality Dimension: Access (Average Mean) 
3.66, (48%) 
• Faculty I Research scholar 
3.95, (52%) 
Table 6.6.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and 
services 
Provision of user education 
Availability, clarity, easy in uses of OPAC 
user manual 
Availability, clarity, easy in uses of CD-
ROM user manual 
Assuring the users that her/his Problem 
will be handled 
Total 
Average Mean 
Faculty 
Members 
3.60 
2.80 
3.75 
4.15 
4.02 
18.32 
3.66 
Research 
scholars 
3.93 
3.00 
3.89 
3.48 
3.89 
18.19 
3.63 
Mean Score 
3.76 
2.90 
3.82 
3.81 
3.95 
18.24 
3.64 
Table 6.6.5 shows the attributes of quality dimension, i.e., of Communications 
in Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Communication consists of five questions 
(attributes) to measure the ability to keep clients informed in a language they 
understand and the ability to listen to them. The results were tabulated and computed 
in the form of average mean. It reveals that 'Assuring the users that her/his Problem 
will be handled' scored highest for both the user groups, i.e., (3.95) followed by 
'Availability, clarity, easy in uses of OPAC user manual', i.e., (3.82), whereas 
189 
'Availability, clarity, easy in uses of CD- ROM user manual (3.81) followed by 
'Awareness of library facilities and services' (3.76) and 'Provision of user education' 
which is the lowest mean score of the respondents, i.e., (2.90). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e.,(3.66), whereas the average mean of research scholars is (3.63). The overall 
average mean of user groups for 'Communications' dimensions is (3.64) which 
clearly depicts that only one area, i.e., 'Provision of user education' scored (2.90), 
which is lower in overall average mean. 
4.5 
4 
3.5 
3 
2.5 
2 
1.5 
1 
0.5 
0 
Fig. 6.6.5 (a) Quality Dimension: Communications (Item-wise) 
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Fig 6.6.5 (b) Quality Dimension: Communications 
(Average Mean) 
3.63, (50%) 
3.66, (50%) 
I Faculty I Research scholar 
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Table 6.6.6. Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
Members 
3.95 
3.95 
3.95 
4.15 
16.00 
4.00 
Research 
scholars 
4.03 
3.96 
3.75 
3.86 
15.6 
3.9 
Mean Score 
3.99 
3.95 
3.85 
4.00 
15.79 
3.94 
Table 6.6.6 shows the attributes of quality dimensions, i.e., of 'Tangibles' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of 'Tangibles' consists of four questions (attributes) to 
measure the maintenance of physical facilities. The results were tabulated and 
computed in the form of average mean. It reveals that 'Maintenance of Silence in 
study hair scored highest for both the user groups, i.e., (4.00) followed by 'Library 
fiimiture ', i.e., (3.99), whereas 'Temperature setting in library, i.e., (3.95) followed 
by 'Proper illumination in the library', i.e., (3.85) which is the lowest mean score of 
the respondents. 
It can be noted that the user group of faculty members scored slightly higher 
average mean,i.e., (4.00), whereas the average mean of research scholars is (3.90). 
The overall average mean of user groups for Tangibles dimension is (3.94) which 
clearly depicts that only one area, i.e., 'Proper illumination in the library' scored 
lower than the overall average mean, i.e., (3.85). 
Fig. 6.6.6 (a) Quality Dimension: Tangibles (Item-wise) 
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Fig. 6.6.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
3.9, (49%) 
4,(51%) 
H Faculty I Research Scholars 
Table 6.6.7, Dimension wise Analysis of Average Mean 
Service Quality dimensions 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean 
3.94 
3.86 
3.97 
3.81 
3.64 
3.94 
23.16 
3.86 
Rank 
2 
3 
1 
4 
5 
2 
Table 6.6.7 presents the comparative analysis of six dimensions of service 
quality, which were collected form users group of Central Reference Library of DU. 
The overall average mean of each dimension analysis shows that 'Assurance' got the 
highest score, i.e., (3.97) followed by 'Tangible' and 'Reliability' score (3.94), 
whereas the service quality dimension of 'Responsiveness' scored (3.86) followed by 
Access (3.81), whereas 'Communication' scored the lowest, i.e., 3.64. 
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Fig. 6.6,7 Comparative Analysis of All Dimensions 
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6.7. DR. ZAKIR HUSAIN CENTRAL LIBRARY OF JAMIA MILLIA 
ISLAMIA 
To measure the TQM in the Dr. Zakir Husain Library of JMI, the investigator 
used six quality dimensions, i.e.. Reliability, Responsiveness, Assurance, Access, 
Communication and Tangibles. Each dimension posses certain set of attributes, 
dependable enough to measure the qualitative aspect. The mean score of faculty and 
research scholars pertaining to these six dimensions has been measured. To 
substantiate, the average mean has been tabulated for each of the user groups, i.e., 
Faculty members and Research Scholars. 
Table 6.7.L Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and running 
Making sure that overdue and fine notices are 
accurate. 
Total 
Average Mean 
Faculty 
Members 
3.92 
3.05 
3.75 
4.27 
3.62 
18.61 
3.72 
Research 
Scholar 
3.50 
3.45 
3.52 
3.05 
3.42 
16.94 
3.38 
Mean 
Score 
3.71 
3.25 
3.63 
3.66 
3.52 
17.77 
3.55 
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Table 6.7.1 shows the attributes of quality dimension, i.e., of Reliability in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Reliability consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Giving correct answers to reference questions' scored highest for both the user 
groups, i.e., (3.71) followed by 'Keeping computer databases up and running', i.e., 
(3.66), followed by 'Keeping records consistent with actual holdings/status' scored 
(3.63), followed by 'Making sure that overdue and fine notices are accurate' (3.52), 
whereas 'Making relevant information available' which is the lowest mean score of 
the respondents, i.e., (3.25). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.72), whereas the average mean of research scholars is (3.38). The 
overall average mean of user groups for Reliability dimension is (3.55) which clearly 
depicts that only two areas, i.e., 'Making relevant information available' is (3.25) and 
'Making sure that overdue and fine notices are accurate', i.e., (3.52) scored lower than 
the overall average mean. 
Fig. 6.7.1 (a) Quality Dimension: Reliability (Item-wise) 
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Fig. 6.7.1 (b) Quality Dimension: Reliability 
(Average Mean) 
3.38,(48%)-^ 
3.72, (52%) 
D Faculty I Research Scholars 
Table 6.7.2. Quality Dimension: Responsiveness 
Particulars 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OP AC 
Recency of journals and newspapers. 
Total 
Average Mean 
Faculty 
Members 
4.07 
3.72 
3.32 
3.22 
3.82 
3.20 
21.35 
3.55 
Research 
Scholars 
3.42 
3.25 
2.27 
2.70 
3.57 
2.75 
17.96 
2.99 
Mean Score 
3.74 
3.48 
2.79 
2.96 
3.69 
2.97 
19.63 
3.27 
Table 6.7.2 indicates the attributes of quality dimension, i.e., of 
Responsiveness in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of 'Responsiveness' consists 
of six questions (attributes) to measures the readiness of library staff in providing 
service. The results were tabulated and computed in the form of average mean. It 
reveals that 'Making new information available', i.e., (3.74), followed by 'Familiarity 
with OPAC, i.e., (3.69), followed by 'Timeliness delivery of information' scored 
(3.48), followed by 'Recency of journals and newspapers', i.e., (2.97) and 'Effective 
ILL System' i.e., (2.96), whereas 'Reshelving of books' scored very low average 
mean of user groups, i.e., (2.79). 
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The further analysis reveals that the user group of faculty members scored 
higher average mean, i.e., (3.55), whereas the average mean of Research scholars is 
(2.99). The overall average mean of user groups for 'Responsiveness' dimension is 
(3.27), which clearly depicts that three areas, i.e., 'Re-shelving of books' (2.79), 
followed by 'Effective ILL System' (2.96), and Recency of journals and newspapers 
scored lower than the overall average mean i.e., (2.97). 
Fig. 6.7.2 (a) Quality Dimension: Responsiveness (Item-wise) 
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Fig. 6.7.2 (b) Quality Dimension: Responsiveness 
(Average Mean) 
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Table 6.7.3. Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Thorough understanding of the collections 
Familiarity of CD- ROM System 
Providing individual attention to users 
Recognizing the regular users by the library 
staff 
Total 
Average Mean 
Faculty 
3.90 
3.35 
2.87 
3.42 
3.45 
16.99 
3.39 
Research 
scholar 
3.37 
3.36 
2.97 
3.12 
3.30 
16.12 
3.22 
Mean 
Score 
3.63 
3.35 
2.92 
3.27 
3.37 
16.55 
3.31 
Table 6.7.3 indicates the attributes of quality dimension, i.e., of 'Assurance' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Assurance consists of five questions (attributes) to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
reveals that 'Appearance of staff scored highest for both the user groups, i.e., (3.63), 
followed by 'Recognizing the regular users by the library staff, i.e., (3.37), followed 
by 'Thorough understanding of the collections' scored (3.35), followed by 'Providing 
individual attention to users', i.e., (3.27), whereas 'Familiarity of CD- ROM System' 
which is the lowest mean score of the respondents, i.e., (2.92). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e, (3.39), whereas the average mean of research scholars is (3.22). The over 
all average mean of user groups for Assurance dimension is (3.31), which clearly 
depicts that only two areas, i.e., 'Familiarity of CD-ROM System'(2.92) and 
'Providing individual attention to users' (3.27) scored lower than the overall average 
mean. 
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Fig. 6.7.3 (a) Quality Dimension: Assurance 
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Fig. 6.7.2 (b) Quality Dimension: Assurance 
(Average Mean) 
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Table No, 6.7.4. Quality Dimension. 
Particulars 
Availability of staff at reference 
desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Access 
Faculty 
Members 
4.02 
3.55 
3.85 
3.80 
3.32 
18.54 
3.70 
Research 
scholars 
3.95 
4.37 
3.85 
3.65 
3.50 
19.32 
3.86 
Mean Score 
3.98 
3.96 
3.85 
3.72 
3.41 
18.92 
3.78 
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Table 6.7.4 shows the attributes of quality dimension, i.e., of 'Access' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
reveals that 'Availability of staff at reference desk' scored highest for both the user 
groups, i.e., (3.98) followed by 'Availability of Xerox facility', i.e., (3.96) followed 
by 'Availability of computer terminals' scored (3.85) followed by 'Library opening 
hours, i.e., (3.72) and 'Time spent at circulation desk' which is the lowest mean score 
of the respondents, i.e., (3.41). 
It can be seen that the user group of research scholars scored higher average 
mean, i.e., (3.86) whereas the average mean of faculty members is (3.70). The overall 
average mean of user groups for Access dimension is (3.78) which clearly depicts that 
only two areas, i.e., 'Library opening hours' (3.72) and 'Time spent at circulation 
desk' (3.41) scored lower than the overall average mean. 
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Fig. 6.7.4 (b) Quality Dimension: Access 
I (Average Mean) 
3.86,(51%) 
D Faculty I Research Scholars 
3.7, (49%) 
Table 6.7.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and 
services 
Provision of user education 
Availability, clarity, easy in uses of 
OPAC User manual 
Availability, clarity, easy in uses of 
CD- ROM user manual 
Assurig the users that her/his Problem 
will be handled 
Total 
Average Mean 
Faculty 
Members 
4.00 
3.12 
3.22 
3.40 
3.87 
17.61 
3.52 
Research 
Scholars 
3.55 
2.70 
3.42 
3.07 
3.35 
16.09 
3.21 
Mean Scor 
3.77 
2.91 
3.32 
3.23 
3.61 
16.83 
3.36 
Table 6.7.5 reveals the attributes of quality dimension, i.e., of 
'Communications' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of 'Communications' consists 
of five questions (attributes) to measure the ability to keep clients informed in a 
language they understand and the ability to listen to them. The results were tabulated 
and computed in the form of average mean. It reveals that 'Awareness of library 
facilities and services' scored highest for both the user groups, i.e., (3.77) followed by 
'Assuring the users that her/his Problem will be handled' ,i.e., (3.61) followed by 
'Availability, clarity, easy in uses of OPAC user manuar(3.32) followed by 
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'Availability, clarity, easy in uses of CD- ROM user manual, i.e., (3.23), whereas 
'Provision of user education' which is the lowest mean score of the respondents, i.e., 
(2.91). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.52), whereas the average mean of research scholars is (3.21). The 
overall average mean of user groups for Communication dimension is (3.36), which 
clearly depicts that only two areas, i.e., 'Awareness of library facilities and services' 
(3.77) and "Assuring the users that her/his Problem will be handled' (3.61) scored 
higher than the overall average mean. 
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Table 6.7.6 Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
Members 
3.17 
2.92 
3.50 
3.30 
12.89 
3.22 
Research 
Scholars 
3.75 
3.80 
4.40 
3.17 
15.12 
3.78 
Mean Score 
3.46 
3.36 
3.95 
3.23 
14.00 
3.50 
Table 6.7.6 shows the attributes of quality dimension, i.e., of 'Tangibles' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Tangibles consists of four questions (attributes) to 
measure the maintenance of physical facilities. The results were tabulated and 
computed in the form of average mean. It reveals that 'Proper illumination in the 
library' scored highest for both the user groups, i.e., (3.95) followed by 'Library 
furniture', i.e., (3.46), followed by 'Temperature setting in library', i.e., (3.36), 
whereas 'Maintenance of Silence in study hall', i.e., (3.23) scored the lowest mean 
score of the respondents. 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (3.78), whereas the average mean of faculty members is (3.22). The overall 
average mean of user groups for Tangibles dimension is (3.50) which clearly depicts 
that only 'Proper illumination in the library', (3.95) scored higher than the overall 
average mean. 
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Fig. 6.7.6 (a) Quality Dimension: Tangibles (Item-wise) 
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Fig. 6.7.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
3.78, (54%) 
I Faculty I Research Scholars 
Table 6.7.7. Dimension Wise Analysis of Average Means 
3.22, (46%) 
Service Quality dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean 
3.55 
3.27 
3.31 
3.78 
3.36 
3.50 
20.77 
3.46 
Rank 
2 
6 
5 
1 
4 
3 
Table6.7.7 shows the comparative analysis of six dimensions of Library 
service quality, which were collected from users of Dr. Zakir Hussain Library of JMI. 
The overall average mean of each dimensions analysis indicate that 'Access' 
perceived the highest score, i.e., (3.78), followed by 'Reliability', i.e., (3.55), whereas 
the service quality dimension of 'Tangible' scored, i.e., (3.50), followed by 
'Communications', i.e., (3.36), whereas 'Assurance' got (3.31) and 'Responsiveness' 
achieved the lowest, i.e., (3.27). 
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Fig. 6.7.7 Dimension Wise Analysis of Average Means 
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6.8. CENTRAL LIBRARAY OF JAWAHARLAL NEHRU UNIVERSITY 
To access the TQM in the Central Library of Jawaharlal Nehru University, the 
investigator used six quality dimensions, i.e.. Reliability, Responsiveness, Assurance, 
Access, Communication and Tangibles. Each dimension posses certain set of 
attributes, dependable enough to measure the qualitative aspect. The mean of faculties 
and research scholars pertaining to these six dimensions has been measured. To 
substantiate, the average mean has been tabulated for each of the user groups, i.e.. 
Faculty and Research Scholars. 
Table 6.8.1. Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference 
questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and 
running 
Making sure that overdue notices and fine 
notices are accurate. 
Total 
Average Mean 
Faculty 
Members 
3.10 
3.25 
3.05 
3.10 
3.00 
15.50 
3.10 
Research 
Scholars 
3.85 
3.95 
3.75 
3.80 
3.70 
19.05 
3.81 
Mean 
Score 
3.47 
3.60 
3.40 
3.45 
3.35 
17.27 
3.45 
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Table 6.8.1 shows the attributes of quality dimension, i.e., of 'Reliability' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Reliability consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Making relevant information available' scored highest for both the user groups, i.e., 
(3.60), followed by 'Giving correct answers to reference questions', i.e., (3.47) 
followed by 'Keeping computer databases up and running scored (3.45), followed by 
'Keeping records consistent with actual holdings/status', i.e., (3.40), whereas 'Making 
sure that overdue and fine notices are accurate' scored, i.e., (3.35) which is the lowest 
mean score of the respondents. 
It can be found that the user group of research scholars scored higher average 
mean, i.e., (3.81), whereas the average mean of faculty members is (3.10). The overall 
average mean of user groups for Reliability dimension is (3.45) which clearly depicts 
that only two areas, i.e., 'Keeping records consistent with actual holdings/status' is 
(3.40) and 'Making sure that overdue and fine notices are accurate', i.e., (3.35) 
scored comparatively lower than the overall average mean. 
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3.81,(55%) 
Fig. 6.8.1 (b) Quality Dimension: Reliability 
(Average Mean) 
3.1,(45%) 
r D Faculty I Research Scholars 
Table 6.8.2.Quality Dimension: Responsiveness 
Particulars 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OPAC 
Recency of journals and newspapers. 
Total 
Average Mean 
Faculty 
Members 
3.00 
3.35 
3.70 
2.70 
3.45 
3.35 
19.55 
3.25 
Research 
Scholars 
2.95 
2.85 
4.05 
3.8 
3.55 
3.75 
20.95 
3.49 
Mean Score 
2.97 
3.10 
3.87 
3.25 
3.50 
3.55 
20.24 
3.37 
Table 6.8.2 shows the attributes of quality dimensions, i.e., of 
'Responsiveness' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of Responsiveness consists of 
six questions (attributes) to measure the readiness of library staff in providing service. 
The results were tabulated and computed in the form of average mean. It reveals that 
'Re-shelving of books' scored highest for both the user groups, i.e., (3.87) followed 
by 'Recency of journals and newspapers', i.e., (3.55) followed by 'Familiarity with 
OPAC scored (3.50) followed by 'Effective ILL System', i.e., (3.25) and 'Timeliness 
delivery of information' i.e., (3.10), whereas 'Making new information available' 
scored very low average mean of user group, i.e., (2.97). 
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It can be further noted that the user group of research scholars scored higher 
average mean, i.e., (3.49), whereas the average mean of facuhy members is (3.25). 
The overall average mean of user groups for 'Responsiveness' dimension is (3.37) 
which clearly depicts that three areas, i.e., 'Effective ILL System' is (3.25) followed 
by 'Timeliness delivery of information'(3.10) and 'Making new information 
available', scored lower than the overall average mean, i.e., (2.97). 
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Table 6.8.3. Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Through understanding of the 
collections 
Familiarity of CD- ROM System 
Providing individual attention to users 
Recognizing the regular users by the 
library staff 
Total 
Average Mean 
Faculty 
Members 
3.00 
2.60 
3.30 
3.55 
3.00 
14.45 
3.09 
Research 
scholars 
4.35 
3.60 
2.50 
2.00 
2.90 
15.35 
3.07 
Mean 
Score 
3.67 
3.10 
2.90 
2.77 
2.95 
15.39 
3.08 
Table 6.8.3 shows the attributes of quality dimension, i.e., of 'Assurance' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of'Assurance' consists of five questions (attributes) to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
reveals that 'Appearance of staff scored highest for both the user groups, i.e., (3.67) 
followed by 'Through understanding of the collections', i.e., (3.10), whereas 
'Recognizing the regular users by the library staff scored (2.95) followed by 
'Familiarity of CD- ROM System', i.e., (2.90) and 'Providing individual attention to 
users' which is the lowest mean score of the respondents, i.e., (2.77). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.09), whereas the average mean of research scholars is (3.07). The 
overall average mean of user groups for Assurance dimension is (3.08), which clearly 
depicts that only two areas, i.e., 'Appearance of staff (3.67) and 'Thorough 
understanding of the collections' (3.10) scored comparatively higher than the overall 
average mean. 
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Table 6.8.4. Quality Dimension: Access 
Particulars 
Availability of staff at reference desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
Member 
s 
3.05 
3.50 
3.95 
3.15 
3.25 
16.90 
3.38 
Research 
scholars 
3.85 
3.89 
3.50 
2.95 
4.10 
18.29 
3.65 
Mean 
Score 
3.45 
3.69 
3.72 
3.05 
3.67 
17.58 
3.51 
. • * < -
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Table 6.8.4 reveals that attributes of quality dimension, i.e., of 'Access' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
reveals that 'Availability of computer terminals' scored highest for both the user 
groups, i.e., (3.72), followed by 'Availability of Xerox facility', i.e., (3.69) followed 
by 'Time spent at circulation desk' scored (3.67)followed by 'Availability of staff at 
reference desk', i.e., (3.45), whereas 'Library opening hours' which is the lowest 
mean score of the respondents, i.e., (3.05). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (3.65), whereas the average mean of faculty members is (3.38). The overall 
average mean of user groups for Access dimension is (3.51) which clearly depicts that 
only two areas, i.e., 'Library opening hours' (3.05) and 'Availability of staff at 
reference desks' (3.45) scored lower than the overall average mean. 
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Fig. 6.8.4 (b) Quality Dimension: Access 
(Average Mean) 
3.65, (52%) 
3.38, (48%) 
D Faculty I Research Scholars 
Table 6.8.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and services 
Provision of user education 
Availability, clarity, easy in uses of OPAC 
User manual 
Availability, clarity, easy in uses of CD-
ROM user manual 
Assuring the users that her/his Problem will 
be handled 
Total 
Average Mean 
Faculty 
Members 
3.05 
3.00 
2.85 
3.40 
3.80 
16.10 
3.22 
Research 
scholars 
4.10 
4.05 
2.65 
2.25 
3.15 
16.20 
3.24 
Mean 
Score 
3.57 
3.52 
2.75 
2.82 
3.47 
16.13 
3.23 
Table 6.8.5 indicates that attributes of quality dimension, i.e., of 
'Communications' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of communications consists 
of five questions (attributes) to measure the ability to keep clients informed in a 
language they understand and the ability to listen to them. The results were tabulated 
and computed in the form of average mean. It reveals that 'Awareness of library 
facilities and services' scored highest for both the user groups, i.e., (3.57) followed by 
'Provision of user education', i.e., (3.52) followed by 'Assuring the users that her/his 
Problem will be handled' (3.47) followed by 'Availability, clarity, easy in uses of CD-
I l l 
ROM user manual', i.e., (2.82), whereas 'Availability, clarity, easy in uses of OPAC 
User manual' recorded lowest mean score of the respondent, i.e., (2.75). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (3.24), whereas the average mean of research scholar is (3.22). The over all 
average mean of user groups for 'Communications' dimension is (3.23) which clearly 
depicts that only two query related to 'Availability, clarity, easy in uses of CD- ROM 
user manual' is (2.82) and 'Availability, clarity, easy in uses of OPAC User manual' 
(2.75), scored lower than the overall average mean. 
Fig 6.8.5 (a) Quality Dimension: Communications 
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Table 6.8.6. Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
Members 
4.65 
3.50 
3.30 
4.40 
15.85 
3.96 
Research 
Scholars 
3.99 
3.30 
3.90 
3.55 
14.74 
3.68 
Mean 
Score 
4.32 
3.40 
3.60 
3.97 
15.29 
3.82 
The attributes of quality dimension, i.e., of 'Tangibles' in Library and 
Information Services based on the responses obtained from the users presented in 
table 6.8.6. This service quality dimension of 'Tangibles' consists of four questions 
(attributes) to measure the maintenance of physical facilities. The results were 
tabulated and computed in the form of average mean. It reveals that 'Library 
fiimiture' scored highest for both the user groups, i.e., (4.32) followed by 
'Maintenance of Silence in study hall', i.e., (3.97) followed by 'Proper illumination in 
the library (3.60), whereas 'Temperature setting in library', recorded lowest mean 
score of the respondents, i.e., (3.40). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.96), whereas the average mean of Research Scholars is (3.68). The 
overall average mean of user groups for Tangibles dimension is (3.82), which clearly 
depicts that only two areas, i.e., 'Temperature setting in library' (3.40) and 'Proper 
illumination in the library', i.e., (3.60) scored higher than the overall average mean. 
Fig.6.8.6 (a) Quality Dimension: Tangibles (Item-wise) 
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Fig. 6.8.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
3.68, (48%) 
I Faculty I Research Scholars 
Table 6.8.7. Dimension Wise Analysis of Average Mean 
Service Quality dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean 
3.45 
3.37 
3.08 
3.51 
3.23 
3.82 
19.76 
3.29 
Table 6.8.7 presents the comparative analysis of six dimensions of service 
quality, which were collected from users of Central Library of JNU. The overall 
average mean of each dimension indicates 'Tangible' perceived the highest scored, 
i.e., (3.82), followed by 'Access', i.e., (3.51), followed by the service quality 
dimension of 'Reliability' score (3.45), followed by 'Responsiveness', i.e., (3.37), 
whereas 'Assurance' got the lowest score, i.e., (3.08). 
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6.9. CENTRAL LIBRARY OF NORTH-EASTERN HILL UNIVERSITY 
To measure the TQM in the Central Library of North-Eastem Hill University, 
the investigator used six quality dimensions, i.e., Reliability, Responsiveness, 
Assurance, Access, Communication and Tangibles. Each dimension posses certain set 
of attributes, dependable enough to measure the qualitative aspect. The mean or 
average means of faculty and research scholars pertaining to these six dimensions 
have been measured. To substantiate, the average mean has been tabulated for each of 
the user groups, i.e.. Faculty members and Research Scholars. 
Table 6.9.1 Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference 
questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and running 
Making sure that overdue and fine notices 
are accurate. 
Total 
Average Mean 
Faculty 
Members 
2.40 
2.70 
2.10 
2.25 
2.35 
11.80 
2.36 
Research 
Scholars 
2.44 
2.56 
2.56 
2.88 
2.80 
13.24 
2.65 
Mean 
Score 
2.42 
2.63 
2.33 
2.57 
2.57 
12.52 
2.50 
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Table 6.9.1 depicts the attributes of quality dimension, i.e., of Reliability in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension Reliability consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Making relevant information available' scored the highest for both the user groups, 
i.e., (2.63), followed by 'Keeping computer databases up and running' and 'accuracy 
of overdue and fine notices', i.e., (2.57), whereas, 'Giving correct answers to 
reference questions' scored (2.42), followed by 'Keeping records consistent with 
actual holdings/status', i.e., (2.33), which is the lowest mean score of the respondents. 
It can be observes that the user group of research scholars scored higher 
average mean, i.e., (2.65), whereas the average mean of faculty members is (2.36). 
The overall average mean of user groups for Reliability dimension is (2.50), which 
clearly depicts that only two areas, i.e., 'Keeping records consistent with actual 
holdings/status' (2.33) and 'Giving correct answers to reference questions'(2.42) 
scored lower than the overall average mean. 
Fig. 6.9.1 (a) Quality Dimension: Reliability (Item-wise) 
3.5 
2.5 
2 -j 
1.5 
0.5 
0 4 -
2 7 24 244 2.56 2.56 
2.88 
Giving correct Making relevant Keeping records Keeping computer Making sure that 
answers to information consistent with databases up and overdue notices 
reference available actual running and fine notices 
questions hokiings/status are accurate. 
I Faculty I Research Scholar 
lU 
Fig. 6.9.1 (b) Quality Dimension: Reliability 
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Table 6.9.2. Quality Dimension: Responsiveness 
Particulars 1 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OPAC 
Recency of journals and newspapers. 
Total 
Average Mean 
Faculty 
Members 
2.50 
2.15 
2.55 
2.75 
2.30 
2.45 
14.7 
2.45 
Research 
Scholars 
2.64 
2.85 
3.24 
2.76 
2.80 
2.36 
16.65 
2.77 
Mean Score 
2.57 
2.50 
2.90 
2.75 
2.55 
2.40 
15.67 
2.61 
Table 6.9.2 indicates the attributes of quality dimension, i.e., of 
Responsiveness in Library and Information Services based on the responses obtained 
from the users. This service quality dimension of Responsiveness consists of six 
questions (attributes) to measure the readiness of library staff in providing service. 
The results were tabulated and computed in the form of average mean. It reveals that 
'Re-shelving of books' scored highest for both the user groups, i.e., (2.90), followed 
by 'Effective ILL System', i.e., (2.75), followed by 'Making new information 
available' scored (2.57), followed by 'Familiarity with OPAC, i.e., (2.55), whereas 
'Recency of journals and newspapers' scored very low average mean of user groups, 
i.e., (2.40). 
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Further, analysis reveals that the user group of Research scholars scored 
higher average mean, i.e., (2.77), whereas the average mean of faculty members is 
(2.45). The overall average mean of user groups for 'Responsiveness' dimension is 
(2.61), which clearly depicts that only two areas, i.e., 'Re-shelving of books' is (2.90) 
and 'Effective ILL System', i.e., (2.75) scored comparatively higher than the overall 
average mean. I 
Fig. 6.9.2 (a) Quality Dimension: Responsiveness (Item-wise) 
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Table 6.9.3.Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Through understanding of the collections 
Familiarity of CD- ROM System 
Providing individual attention to users 
Recognizing the regular users by the library staff 
Total 
Average Mean 
Faculty 
Members 
2.95 
2.15 
2.5 
2.65 
2.75 
13.0 
2.60 
Research 
scholars 
2.44 
2.48 
2.28 
2.56 
2.28 
12.04 
2.40 
Mean 
Score 
2.69 
2.31 
2.39 
2.61 
2.51 
12.52 
2.50 
Table 6.9.3 reveals that the attributes of quality dimension, i.e., of Assurance 
in Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Assurance consists of five questions (attributes), to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
shows that 'Appearance of staff scored the highest for both the user groups, i.e., 
(2.69), followed by 'Providing individual attention to users', i.e., (2.61), followed by 
'Recognizing the regular users by the library staff scored (2.51), followed by 
'Familiarity of CD- ROM System', i.e., (2.39) whereas 'Through understanding of the 
collections' which is the lowest mean score of the respondents, i.e., (2.31). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e, (2.60) whereas the average mean of Research scholar is (2.40). The overall 
average mean of user groups for 'Assurance' dimensions is (2.50), which clearly 
depicts that only two areas, i.e., 'Thorough understanding of the collections' is (2.31) 
and 'Familiarity of CD- ROM System', i.e., (2.39), scored lower than the overall 
average mean. 
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Table 6.9.4 Quality Dimension: Access 
Particulars 
Availability of staff at reference 
desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
Members 
2.45 
2.50 
2.50 
2.25 
2.40 
12.1 
2.42 
Research 
scholars 
2.32 
2.44 
2.16 
2.93 
2.84 
12.69 
2.53 
Mean Score 
2.38 
2.47 
2.33 
2.59 
2.62 
12.39 
2.47 
220 
Table 6.9.4 indicates the attributes of quality dimension, i.e., of 'Access' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
reveals that 'Time spent at circulation desk' scored the highest for both the user 
groups, i.e., (2.62), followed by 'Library opening hours', i.e., (2.59) followed by 
'Availability of Xerox facility' scored (2.47), followed by 'Availability of staff at 
reference desk, i.e., (2.38), whereas 'Availability of computer terminals' recorded the 
lowest mean score of the respondents, i.e., (2.33). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (2.53), whereas the average mean of faculty member is (2.42). The overall 
average mean of user groups for Access dimension is (2.47), which clearly depicts 
that only two areas, i.e., 'Time spent at circulation desk' (2.62) and 'Giving correct 
answers to reference questions', i.e., (2.59) scored higher than the overall average 
mean. 
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Fig. 6.9.4 (b) Quality Dimension: Access 
(Average Mean) 
2.53,(51%) 
B Faculty Research scholar 
2.42, (49%) 
Table 6.9.5 Quality Dimension: Communications 
Particulars 
Awareness of library facilities and 
services 
Provision of user education 
Availability, clarity, easy in uses of 
OP AC User manual 
Availability, clarity, easy in uses of 
CD- ROM user manual 
Assuring the users that her/his 
Problem will be handled i -. • 
Total 
Average Mean 
Faculty 
Members 
2.85 
2.35 
2.60 
2.70 
2.50 
13 
2.60 
Research 
scholars 
2.16 
2.08 
1.88 
2.6 
2.68 
11.4 
2.28 
Mean 
Score 
2.50 
2.21 
2.24 
2.65 
2.59 
12.2 
2.44 
Table 6.9.5 shows the attributes of quality dimension, i.e., of Communications 
in Library and Information Services based on the responses obtained from the users. 
This service quality dimension of 'Communications' consists of five questions 
(attributes) to measure the ability to keep clients informed in a language they 
understand and the ability to listen to them. The results were tabulated and computed 
in the form of average mean. It reveals that 'Availability, clarity, easy in uses of CD-
ROM user manual' scored the highest for both the user groups, i.e., (2.65), followed 
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by "Assuring the users that her/his Problem will be handled', i.e., (2.59), followed by 
'Awareness of library facilities and services (2.50) followed by 'Availability, clarity, 
easy in uses of OPAC User manual, i.e., (2.24) whereas 'Provision of user education' 
which is the lowest mean score of the respondent, i.e., (2.21). 
It can be noted that the user group of faculty member scored higher average 
mean, i.e., (2.60), whereas the average mean of Research scholars is (2.28). The 
overall average mean of user groups for Communication dimension is (2.44) which 
clearly depicts that only two areas, i.e., 'Provision of user education' is (2.21) and 
'Availability, clarity, easy in uses of OPAC User manual', i.e., (2.24), scored lower 
than the overall average mean. 
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Fig. 6.9.5 (b) Quality Dimension: Communications 
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2.28, (47%) 
2.6, (53%) 
I Faculty I Research scholar 
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Table 6.9.6. Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
Members 
2.45 
2.10 
2.50 
2.40 
9.45 
2.36 
Research 
scholars 
2.64 
2.32 
2.28 
1.80 
9.04 
2.26 
Mean 
Score 
2.54 
2.21 
2.39 
2.10 
9.24 
2.31 
Table 6.9.6 shows the attributes of quality dimension, i.e., of Tangibles in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Tangibles consists of four questions (attributes) to 
measure the maintenance of physical facilities. The results were tabulated and 
computed in the form of average mean. It reveals that 'Library furniture' scored the 
highest for both the user groups, i.e., (2.54), followed by 'Proper illumination in the 
library', i.e., (2.39), followed by 'Temperature setting in library' (2.21), whereas 
'Maintenance of Silence in study hall', i.e., (2.10), which is the lowest mean score of 
the respondents. 
It may be noted from table 6.9.6 that the user group of faculty members scored 
higher average mean, i.e., (2.36), whereas the average mean of research scholars is 
(2.26). The overall average mean of user groups for Tangible dimension is (2.31), 
which clearly depicts that only two areas, i.e., 'Proper illumination in the library' 
(2.39) and 'Library furniture' (2.54) scored higher than the overall average mean. 
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Fig. 6.9.6 (a) Quality Dimension: Tangibles 
(Average Mean) 
2.26, (49%) 
2.36,(51%) 
E Faculty I Research scholar 
Table 6.9.7 Dimension Wise Analysis of Average Mean 
Service Quality dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average 
2.50 
2.61 
2.50 
2.47 
2.44 
2.31 
14.49 
2.41 
2 
1 
2 
3 
4 
5 
Table 6.9.7 shows the comparative analysis of six dimensions of library 
service quality, which were collected from the users of NEHU library. The overall 
average mean of each dimension analysis shows that 'Responsiveness' perceived the 
highest score, i.e., (2.61), followed by 'Reliability' and 'Assurance', i.e., (2.50), 
whereas the service quality dimension of 'Access' score, i.e., (2.47), followed by 
'Communication' i.e., (2.44), whereas 'Tangible' scored the lowest, i.e., (2.31). 
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Fig. 6.9.7 Comparative analysis of service quality: 
Dimensions wise 
2.47 2.44 
2.31 
Rebabifaty Responsiveness Assurance Access Communications Tangiile 
6.10. CENTRAL LIBRARAY OF VISVA BHARTI UNIVERSITY 
To measure the TQM in the Central Library of Visva Bharti University, the 
investigator used six quality dimensions, i.e.. Reliability, Responsiveness, Assurance, 
Access, Communication and Tangibles. Each dimension posses certain set of 
attributes, dependable enough to measure the qualitative aspect. The mean of faculty 
and research scholars pertaining to these six dimensions has been measured. To 
substantiate, the average mean has been tabulated for each of the user groups, i.e.. 
Faculty members and Research Scholars. 
Table 6.10.1. Quality Dimension: Reliability 
Particulars 
Giving correct answers to reference 
questions 
Making relevant information available 
Keeping records consistent with actual 
holdings/status 
Keeping computer databases up and 
running 
Making sure that overdue notices and 
fine notices are accurate. 
Total 
Average Mean 
Faculty 
Members 
2.55 
3.34 
2.80 
2.95 
2.99 
14.63 
2.92 
Research 
Scholars 
2.12 
2.90 
2.70 
2.25 
2.44 
12.41 
2.48 
Mean Score 
2.33 
3.12 
2.75 
2.60 
2.71 
13.51 
2.70 
M 
Table 6.10.1 shows the attributes of quality dimension, i.e., of Reliability in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension 'Reliability' consists of five questions (attributes) to 
measure the delivery of promised library services dependability and accuracy. The 
results were tabulated and computed in the form of average mean. It reveals that 
'Making relevant information available' scored highest for both the user groups, i.e., 
(3.12), followed by 'Keeping records consistent with actual holdings/status' i.e., 
(2.75), and 'Making sure that overdue and fine notices are accurate', i.e., (2.71) 
followed by 'Keeping computer databases up and rurming' scored (2.60), whereas 
'Giving correct answers to reference questions' i.e., (2.33), which is the lowest mean 
score of the respondents. 
Further, analysis shows that the user group of faculty members scored higher 
average mean, i.e., (2.92), whereas the average mean of Research Scholars is (2.48). 
The overall average mean of user groups for Reliability dimension is (2.70), which 
clearly depicts that three areas, i.e., 'Keeping computer databases up and running' 
(2.60), and 'Giving correct answers to reference questions' (2.33), were recorded 
below the overall average means of Reliability dimension. 
Fig. 6.10.1 (a) Quality Dimension: Reliability (Item-wise) 
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Fig. 6.10.1 (b) Quality Dimension: Reliability 
(Average Mean) 
2.48, (46%) 
2.92, (54%) 
H Faculty I Research Scholar 
Table 6.10.2. Quality Dimension: Responsiveness 
Particulars 
Making new information available 
Timeliness delivery of information 
Re-shelving of books 
Effective ILL System 
Familiarity with OP AC 
Recency of journals and newspapers. 
Total 
Average Mean 
Faculty 
Members 
2.35 
2.85 
2.85 
1.80 
1.95 
2.4 
14.20 
2.36 
Research 
Scholars 
3.32 
3.7 
3.55 
2.57 
2.00 
1.67 
16.81 
2.80 
Mean 
Score 
2.83 
3.27 
3.20 
2.18 
1.97 
2.03 
15.48 
2.58 
Table 6.10.2 shows the attributes of quality dimension, i.e., of Responsiveness 
in Library and Information Services based on the responses obtained from the users. 
This service quality dimension of 'Responsiveness' consists of six questions 
(attributes) to measures the readiness of library staff in providing service. The results 
were tabulated and computed in the form of average mean. It reveals that 'Timeliness 
delivery of information' scored highest for both the user groups, i.e., (3.27), 
followed by 'Re-shelving of books', i.e., (3.20), followed by 'Making new 
information available' scored (2.83), followed by 'Effective ILL System' (2.18), and 
'Recency of journals and newspapers.' i.e., (2.03), whereas 'Familiarity with OP A C 
recorded the lowest mean of respondents i.e., (1.97). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (2.80), whereas the average mean of faculty members is (2.36). The overall 
average mean of user groups for 'Responsiveness' dimensions is (2.58), which clearly 
228 
depicts that three areas, i.e., 'Timeliness delivery of information' i.e., (3.27), 'Re-
shelving of books' i.e., (3.20), and Making new information available i.e., (2.83), 
score higher than the overall average mean. 
Fig. 6.10.2 (a) Quality Dimension: Responsiveness 
I (Item-wise) 
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Fig. 6.10.2 (b) Quality Dimension: Responsiveness 
(Average Mean) 
2.8, (54%) 
2.36, (46%) 
I Faculty I Research Scholars 
Table 6.10.3. Quality Dimension: Assurance 
Particulars 
Appearance of staff 
Thorough understanding of the collections 
Familiarity of CD- ROM System 
Providing individual attention to users 
Recognizing the regular users by the library 
staff 
Total 
Average Mean 
Faculty 
Members 
3.8 
3.9 
2.9 
2.15 
3.30 
16.05 
3.21 
Research 
scholars 
3.5 
3.4 
2.6 
3.11 
3.20 
15.81 
3.16 
Mean 
Score 
3.65 
3.65 
2.75 
2.63 
3.25 
15.93 
3.18 
729 
Table 6.10.3 shows the attributes of quality dimension, i.e., o f Assurance" in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Assurance consists of five questions (attributes) to 
measure the knowledge and courtesy of the library staff and their ability to convey 
confidence. The results were tabulated and computed in the form of average mean. It 
reveals that 'Appearance of staff and 'Thorough understanding of the collections' 
scored the highest for both the user groups, i.e., (3.65) followed by 'Recognizing the 
regular users by the library staff, i.e., (3.25), followed by 'Familiarity of CD- ROM 
System' scored (2.75),whereas 'Providing individual attention to users', which is the 
lowest mean score of the respondents, i.e., (2.63). 
It can be noted that the user group of faculty members scored higher average 
mean, i.e., (3.21), whereas the average mean of Research scholars is (3.16). The 
overall average mean of user groups for Assurance dimensions is (3.18), which 
clearly depicts that only two areas, i.e., 'Familiarity of CD- ROM System' (2.75) and 
'Providing individual attention to users' (2.63), scored lower than the overall average 
mean. 
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Fig. 6.10.3 (b)- Quality Dimention: Assurance 
(Average Mean) 
3.16,(50%) 
3.21, (50%) 
• Faculty I Research scholar 
Table No. 6.10.4. Quality Dimension: Access 
Particulars 
Availability of staff at reference desk 
Availability of Xerox facility 
Availability of computer terminals 
Library opening hours 
Time spent at circulation desk 
Total 
Average Mean 
Faculty 
2.60 
2.95 
2.20 
2.85 
2.90 
13.5 
2.70 
Research 
Scholar 
3.1 
2.37 
1.90 
1.70 
3.20 
12.27 
2.45 
Mean Score 
2.85 
2.66 
2.05 
2.27 
3.05 
12.88 
2.57 
Table 6.10.4 shows the attributes of quality dimension, i.e., of Access in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of Access consists of five questions (attributes) to 
measure the ability to reach out for something and finding or getting it as and when it 
is needed. The results were tabulated and computed in the form of average mean. It 
reveals that 'Time spent at circulation desk' scored the highest for both the user 
groups, i.e., (3.05) followed by 'Availability of staff at reference desk', i.e., (2.85) 
followed by 'Availability of Xerox facility' (2.66), followed by 'Library opening 
hours (2.27), whereas 'Availability of computer terminals' which is the lowest mean 
score of the respondents, i.e., (2.05). 
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Further, analysis indicates that that the user group of faculty members scored 
higher average means, i.e., (2.70), whereas the average mean of Research scholars is 
(2.45). The overall average mean of user groups for access dimensions is (2.57), 
which clearly depicts that two areas, i.e., 'Library opening hours' (2.27) and 
'Availability of computer terminals', i.e., (2.05) were recorded below the overall 
average mean. 
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Fig. 6.10.4 (b) Quality Dimension: Access 
(Average Mean) 
2.45, (48%) 
2.7, (52%) 
I Faculty I Research scholar 
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Table 6.10.5. Quality Dimension: Communications 
Particulars 
Awareness of library facilities and 
services 
Provision of user education 
Availability, clarity, easy in uses of 
OP AC User manual 
Availability, clarity, easy in uses of 
CD- ROM user manual 
Assuring the users that her/his 
Problem will be handled 
Total 
Average Mean 
Faculty 
Members 
3.1 
2.7 
1.8 
2.2 
2.95 
12.75 
2.55 
Research 
scholars 
2.90 
2.07 
2.8 
2.45 
3.34 
13.56 
2.71 
Mean Score 
3.00 
2.38 
2.30 
2.32 
3.14 
13.14 
2.63 
Table 6.10.5 indicates the attributes of quality dimension, i.e., of 
'Communications' in Library and Information Services based on the responses 
obtained from the users. This service quality dimension of 'Communications' consists 
of five questions (attributes) to measure the ability to keep clients informed in a 
language they understand and the ability to listen to them. The results were tabulated 
and computed in the form of average mean. It reveals that 'Assuring the users that 
her/his problem will be handled' scored the highest for both the user groups, i.e., 
(3.14), followed by 'Awareness of library facilities and services', i.e., (3.00) followed 
by 'Provision of user education' i.e., (2.38), followed by 'Availability, clarity, easy in 
uses of CD- ROM user manual', i.e., (2.32), whereas 'Availability, clarity, easy in 
uses of OP AC user manual' which is the lowest mean score of the respondents, i.e., 
(2.30). 
It can be observed from tables that the user group of Research scholars scored 
higher average mean, i.e., (2.71), whereas the average mean of faculty members is 
(2.55). The overall average mean of user groups for 'Communications' dimension is 
(2.63), which clearly depicts that only two areas, i.e., 'Assuring the users that her/his 
Problem v^ll be handled' i.e., (3.14) and 'Awareness of library facilities and services' 
(3.00) scored higher than the average mean. 
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Fig. 6.10.5 (b) Quality Dimension: Communications 
(Average Mean) 
2.55, (48%) 
2.71,(52%) 
y Faculty I Research scholar 
Table 6.10.6 Quality Dimension: Tangibles 
Particulars 
Library furniture 
Temperature setting in library 
Proper illumination in the library 
Maintenance of Silence in study hall 
Total 
Average Mean 
Faculty 
Members 
2.10 
2.25 
2.90 
2.70 
9.95 
2.48 
Research scholars 
3.37 
2.30 
2.57 
3.50 
11.74 
2.93 
Mean Score 
2.73 
2.27 
2.73 
3.10 
10.83 
2.70 
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Table 6.10.6 shows the attributes of qualhy dimension, i.e., of 'Tangible' in 
Library and Information Services based on the responses obtained from the users. 
This service quality dimension of'Tangibles' consists of four questions (attributes) to 
measure the maintenance of physical facilities. The results were tabulated and 
computed in the form of average mean. It reveals that 'Maintenance of Silence in 
study hair scored highest for both the user groups, i.e., (3.10), followed by 'Library 
furniture 'and 'Proper illumination in the library', which have same score i.e., (2.73), 
followed by 'Temperature setting in library' scored lowest mean score of the 
respondents, i.e., (2.27). 
It can be noted that the user group of research scholars scored higher average 
mean, i.e., (2.93), whereas the average mean of faculty members is (2.48). The overall 
average mean of user groups for 'Reliability' dimension is (2.70), which clearly 
depicts that three attributes, i.e., 'Maintenance of Silence in study hall' (3.10), 
'Library fiimiture' (2.73), Proper illumination in the library (2.73), scored higher than 
the overall average mean. 
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Fig. 6.10.6 (b) Quality Dimension: Tangibles 
(Average Mean) 
2.93,(54%) 
2.48, (46%) 
[Faculty I Research Scholars 
Table 6.10.7. Dimension Wise Analysis of Average Mean 
Service Quality Dimension 
Reliability 
Responsiveness 
Assurance 
Access 
Communications 
Tangible 
Total 
Average Mean 
Average Mean 
2.70 
2.58 
3.18 
2.57 
2.63 
2.70 
16.36 
2.73 
Rank 
2 
4 
1 
5 
3 
2 
The comparative analysis of six dimensions of service quality, which were 
collected from the users has been analysed and presented in table 6.10.7. The overall 
average mean of each dimension analysis shows that 'Assurance' perceived the 
highest score, i.e., (3.18), followed by 'Tangible' and 'Reliability' score, i.e., (2.70), 
followed by the service quality dimension of 'Communications' score, i.e., (2.63), 
followed by 'Responsiveness' i.e., (2.58), whereas 'Access 'scored the lowest, i.e., 
(2.57). 
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Fig. 6.10.7 Dimension Wise Analysis of Average Mean 
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6.11. COMPARATIVE ANALYSIS OF LIBRARY SERVIC QUALITY 
DIMENSION IN THE CENTRAL UNIVERSITY LIBRARIES OF INDIA 
Table 6.11.1 Comparison of Reliability Dimension 
Particulars 
Giving correct answers 
to reference questions 
Making relevant 
information available 
Keeping records 
consistent with actual 
holdings/status 
Keeping computer 
databases up and 
running 
Making sure that 
overdue notices and fine 
notices are accurate. 
Total 
Average Mean 
AMU 
2.86 
3.45 
3.66 
3.88 
3.7 
17.56 
3.51 
BHU 
3.70 
3.47 
2.75 
3.20 
3.57 
16.69 
3.33 
DU 
4.25 
4.01 
4.10 
3.77 
3.59 
19.72 
3.94 
JMI 
3.71 
3.25 
3.63 
3.66 
3.52 
17.77 
3.55 
JNU 
3.47 
3.60 
3.40 
3.45 
3.35 
17.27 
3.45 
NEHU 
2.42 
2.63 
2.33 
2.57 
2.57 
12.52 
2.50 
VBU 
2.33 
3.12 
2.75 
2.60 
2.71 
13.51 
2.70 
TOTAL 
22.74 
23.53 
22.62 
23.13 
23.01 
115.04 
22.98 
AVERAGE 
3.24 
3.36 
3.23 
3.30 
3.28 
16.43 
3.28 
Table 6.11.1 presents the overall mean score of service quality dimension 
which were collected from the users of seven respective central university libraries of 
India, to measure the delivery of promised library services dependability and 
accuracy. 
237 
It indicates that the overall mean score of 'Reliability' dimension DU got the 
highest mean score, i.e., (3.94), followed by JMI (3.55), followed by AMU got third 
position with the score of (3.51), and JNU got forth position with (3.45) score. The 
BHU and VBU scored (3.33) and (2.70) got the fifth and sixth position respectively. 
NEHU scored the lowest, i.e., (2.50) for the Reliability dimension. 
Further, items wise analysis indicates that 'Giving correct answers to 
reference questions' scored the highest for user groups of DU, i.e., (4.25), whereas 
NEHU scores (2.42), which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven university libraries for 
'Giving correct answers to reference questions' is (3.24) which clearly depicts that 
only three universities, i.e., AMU (2.86), NEHU (2.42) and VBU (2.33) were 
recorded lower than the overall average mean. 
The item 'Making relevant information available' scored the highest for 
user groups of Central Reference Library of DU, i.e., (4.01), whereas NEHU scored 
(2.63), which is the lowest mean score of the respondents. It can be seen from the 
table 6.11.1 that the overall average mean of user groups of seven central university 
libraries for 'Making relevant information available' is (3.36), which clearly 
depicts that only three university libraries, i.e., JMI (3.25), VBU (3.12) and VBU 
(2.63), recorded lower than the overall average mean. 
The item 'keeping records consistent with actual holdings/status' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (4.10), whereas 
NEHU scored (2.33), which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven Central University 
Libraries for 'Keeping records consistent with actual holdings/status' is (3.23), which 
clearly depicts that only three university libraries, i.e., VBU (2.75), NEHU (2.33) 
and BHU(2.75) recorded lower than the overall average mean. 
The item 'Keeping computer databases up and running' scored the highest 
for user groups of MA Library of AMU, i.e., (3.88), whereas NEHU scored (2.57), 
which is the lowest mean score of the respondents. It can be noted that the overall 
average mean of user groups of seven central university libraries for 'Keeping 
computer databases up and running' is (3.30), which clearly shows that only three 
university libraries , i.e., BHU (3.20), VBU (2.60) and NEHU (2.57), recorded lower 
than the overall average mean. 
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The item 'Making sure that overdue notices and fine notices are accurate.' 
scored the highest for user groups of MA Library of AMU, i.e., (3.70), whereas 
NEHU scored (2.57), which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven central university 
libraries for 'Keeping computer databases up and running' is (3.28), which clearly 
indicates that only two university libraries ,i.e., VBU (2.71) and NEHU (2.57), were 
achieved lower than the overall average mean. 
It can be inferred that Central reference Library of DU is more conscious and 
aware with service quality of Reliability whereas, NEHU is the least concerned about 
service quality of dimension 'Reliability'. 
Fig. 6.11.1 Comparison of Reliability Dimension 
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Table 6.11.2. Comparison of Responsiveness 
Particulars 
Making new 
information available 
Timeliness delivery of 
information 
Re-shelving of books 
Effeetive ILL System 
Familiarity with OPAC 
Recency of journals 
and newspapers. 
Total 
Average Mean 
AMU 
3.13 
3.03 
2.88 
2.86 
3.53 
3.31 
18.76 
3.12 
BHU 
3.90 
3.37 
3.30 
3.45 
4.05 
3.72 
21.79 
3.63 
DU 
3.98 
4.16 
3.59 
3.94 
4.01 
3.49 
23.17 
3.86 
JMI 
3.74 
3.48 
2.79 
2.96 
3.69 
2.97 
19.63 
3.27 
Dimension 
JNU 
2.97 
3.10 
3.87 
3.25 
3.50 
3.55 
20.24 
3.37 
NEHU 
2.57 
2.50 
2.90 
2.75 
2.55 
2.40 
15.67 
2.61 
VBU 
2.83 
3.27 
3.20 
2.18 
1.97 
2.03 
15.48 
2.58 
TOTAL 
23.12 
22.91 
22.53 
21.39 
23.30 
21.47 
134.74 
22.44 
AVERAGE 
3.30 
3.27 
3.22 
3.06 
3.33 
3.07 
19.25 
3.20 
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Table 6.11.2 shows that the overall mean score of perceptions of service 
quality of 'Responsiveness', which were collected from users of seven respective 
central university libraries of India to measure the readiness and timelines of library 
staff to provide information and services. 
It indicates that the overall mean score of Responsiveness dimension. The 
Central Reference library of DU has got the highest score, i.e., (3.86), followed by 
BHU (3.63), whereas JNU got third position with the score of (3.37) and JMI got 
fourth position with (3.27) score. AMU and NEHU further to score (3.12) and (2.61) 
and got the fifth and sixth position respectively. VBU scored the lowest i.e., (2.58), of 
'Responsiveness' dimension. 
Further item wise analyses indicates that 'Making new information 
available' scored the highest for user groups of Central Reference Library of DU, i.e., 
(3.98), whereas NEHU scored (2.57), which is the lowest mean score of the 
respondents. It can be noted that the overall average mean of user groups of seven 
central university libraries for 'Making new information available' is (3.30), which 
clearly depicts that only three universities, i.e., BHU (3.90), DU (3.98) and JMI 
(3.74) were recorded higher than the overall average mean. 
The item 'Timeliness delivery of information scored the highest for user 
groups of Central Reference Library of DU, i.e., (4.16), whereas NEHU scored 
(2.50), which is the lowest mean score of the respondents. It can be noted that the 
overall average mean of user groups of seven central university libraries for 
'Timeliness delivery of information' is (3.27), which clearly shows that only three 
university libraries, i.e., AMU (3.03), NEHU (2.50) and JNU (3.10), were scored 
lower than the overall average mean. 
The item 'Re-shelving of books' scored the highest for user groups of Central 
Library of JNU, i.e., (3.87), whereas, AMU scored (2.88), which is the lowest mean 
score of the respondents. It can be noted that the overall average mean of user groups 
of seven university libraries for 'Re-shelving of books' is (3.22), which clearly 
indicates that only three university libraries, i.e., JNU (3.87), DU (3.59) and BHU 
(3.30) were recorded higher than the overall average mean. 
The item 'Effective ILL System' scored the highest for user groups of Central 
Reference Library of DU, i.e., (3.94), whereas VBU scored (2.18), which is the lowest 
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mean score of the respondents. It can be noted that the overall average mean of user 
groups of seven university libraries for 'Effective ILL System is (3.06), which clearly 
shows that only three universities, i.e., DU (3.94), JNU (3.25) and BHU (3.45), 
recorded higher than the overall average mean. 
The item 'Familiarity with OPAC scored the highest for user groups of SRG 
Central library of BHU, i.e., (4.05), whereas VBU scored (1.97), which is the lowest 
mean score of the respondents. It can be noted that the overall average mean of user 
groups of seven central university libraries for 'Familiarity with OPAC is 3.33, 
which clearly depicts that only two university libraries, i.e., NEHU (2.55) and VBU 
(1.97)were recorded lower than the overall average mean. 
The item 'Recency of journals and newspapers' scored the highest for user 
groups of BHU, i.e., (3.72), whereas VBU scored (2.03), which is the lowest mean 
score of the respondents. It can be noted that the overall average mean of user groups 
of seven respective university libraries for 'Recency of journals and newspapers' is 
(3.07), which clearly depicts that only three university libraries, i.e., JMI (2.97), 
NEHU (2.40) and VBU (2.03)were recorded lower than the overall average mean. 
After analyses, it can be inferred that Central Reference Library of DU is more 
conscious and aware of service quality of Reliability whereas. Central Library NEHU 
is the least concerned about the service quality of dimension Reliability. 
Fig. 6.11.2 Comparison of Responsiveness Dimension 
(Average Mean) 
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Table 6.11.3. Comparison of Assurance Dimension 
Particulars 
Appearance of staff 
Thorough 
understanding of the 
collections 
Familiarity of CD-
ROM System 
Providing individual 
attention to users 
Recognizing the 
regular users by the 
library staff 
Total 
Average Mean 
AMU 
3 97 
3 58 
3 11 
3 77 
3 80 
18.24 
3.65 
BHU 
3 97 
3 80 
3 70 
3 85 
3 52 
18.84 
3.76 
DU 
4 24 
4 03 
3 95 
3 88 
3 75 
19.85 
3.97 
JMI 
3.63 
3 35 
2 92 
3 27 
3 37 
16.55 
3J1 
JNU 
3 67 
3 10 
2 90 
2 77 
2 95 
15J9 
3.08 
NEHU 
2 69 
231 
2 39 
261 
251 
12.52 
2.50 
VBU 
3 65 
3 65 
2 75 
2 63 
3 25 
15.93 
3.18 
TOTAL 
25 82 
23 82 
2172 
22 78 
23 15 
117J2 
23.45 
AVERAGE 
3 69 
3 40 
3 10 
3 25 
331 
16.76 
3J5 
Table 6.11.3 shows that the overall mean score of perceptions of service 
quality of Assurance, which were collected from users of seven central imiversity 
libraries of India to measure the knowledge and courtesy of the library staff and their 
ability to convey confidence. 
It indicates that the overall mean score of 'Assurance'dimension. The Central 
Reference Library of DU has got the highest score, i.e., (3.97), followed by BHU 
(3.76), whereas AMU got third position with the score of (3.65) and JMI got forth 
position with (3.31) score. JNU and VBU scored (3.08) and (3.18) got the fifth and 
sixth position respectively. NEHU scored the lowest, i.e., (2.50), for the 'Assurance' 
dimension. 
it can be inferred from the table 6.11.3 that Central Reference libraries of DU 
is more conscious and aware of service quality dimension of Assurance whereas, 
VBU is the least concerned about quality dimension 'Assurance'. Further item wise 
analyses indicates that 'Appearance of staff scored the highest for user groups of DU, 
i.e., (4.24), whereas NEHU scored (2.69), which is the lowest mean score of the 
respondents. It can be noted that the overall average mean of user groups of seven 
central university libraries for 'Appearance of staff is (3.69), which clearly depicts 
that only three university libraries, i.e., AMU (3.97), BHU (3.97) and DU (4.24) 
recorded higher than the overall average mean. 
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The item 'Thorough understanding of the collections' scored the highest for 
user groups of DU, i.e., (4.03), whereas NEHU scored (2.31), which is the lowest 
mean score of the respondents. It can be noted that the overall average mean of user 
groups of seven respective universities for' Thorough understanding of the 
collections' is (3.40), which clearly depicts that only three universities, i.e., JMI 
(3.35), JNU (3.10) and NEHU (2.31) were recorded lower than the overall average 
mean. 
The item 'Familiarity of CD-ROM System' scored the highest for user 
groups of Central Reference library of DU, i.e., (3.95), whereas VBU scored (2.75), 
which is the lowest mean score of the respondents. It can be noted that the overall 
average mean of user groups of seven university libraries for 'Familiarity of CD-
ROM System' is (3.10), which clearly reveals that only three university libraries, i.e., 
AMU (3.11), BHU (3.70) and DU (3.95) were recorded higher than the overall 
average mean. 
The item 'Providing individual attention to users' scored the highest for 
user groups of Central Reference Libraries of DU, i.e., (3.88), whereas NEHU scored 
(2.61), which is the lowest mean score of the respondents. It can be noted that the 
overall average mean of user groups of seven central university libraries for 
'providing individual attention to users' is (3.25), which clearly depicts that only two 
university libraries, i.e., NEHU (2.61), JNU (2.63) were recorded lower than the 
overall average mean. 
The item 'Recognising the regular users by the library stafP scored the 
highest for user groups of MA Library of AMU, i.e., (3.80), whereas VBU scored 
(2.51), which is the lowest mean score of the respondents. It can be noted that the 
overall average mean of user groups of seven central university libraries for 
'Recognizing the regular users by the library staff is (3.31), which clearly indicates 
that only two universities, i.e., JNU (2.95) and NEHU (2.51) were recorded lower 
than the overall average mean. 
It can be inferred from the analyses that DU is more conscious and aware of 
service quality dimension of Assurance, whereas VBU is the least concerned about 
quality of dimension of Assurance. 
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Fig. 6.11.3 Comparison of Assurance Dimension 
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Table 6.11.4 Comparison of Access Dimension 
Particulars 
Availability of staff at 
reference desk 
Availability of Xerox 
facility 
Availability of 
computer terminals 
Library opening hours 
Time spent at 
circulation desk 
Total 
Average Mean 
AMU 
3.15 
3.33 
3.68 
4.15 
3.60 
17.91 
3.58 
BHU 
4.05 
3.27 
3.15 
3.32 
3.17 
16.97 
3.39 
DU 
3.81 
3.38 
3.87 
4.00 
4.00 
19.06 
3.81 
JMi 
3.98 
3.96 
3.85 
3.72 
3.41 
18.92 
3.78 
JNU 
3.45 
3.69 
3.72 
3.05 
3.67 
17.58 
3.51 
NEHU 
2.38 
2.47 
2.33 
2.59 
2.62 
12.39 
2.47 
VBU 
2.85 
2.66 
2.05 
2.27 
3.05 
12.88 
2.57 
TOTAL 
23.67 
22.76 
22.65 
23.10 
23.52 
115.71 
23.11 
AVERAGE 
3.38 
3.25 
3.24 
3.30 
3.36 
16.53 
3.30 
Table 6.11.4 shows that the overall mean score of perceptions service quality 
of Access, which were collected from users of seven central university libraries of 
Indi to measures the ability to reach out for something and finding or getting it as and 
when it is needed. 
It indicates that the overall mean score of 'Access' dimension. The Central 
Reference Library of DU has got the highest score, i.e., (3.81), universities libraries, 
followed by JMI (3.78), followed by AMU achieved third position with the score of 
(3.58) and JNU got forth position with (3.51). BHU and VBU scored (3.39) and 
(2.57) got the fifth and sixth position respectively, whereas NEHU scored very low, 
i.e., (2.47) about the quality dimensions of Access. 
Further item wise analysis indicates that 'Availability of staff at reference 
desk' scored the highest for the user groups of BHU library, i.e., (4.05), whereas 
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NEHU scored (2.38), which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven university libraries for 
'Availability of staff at reference desk' is (3.38), which clearly depicts that only three 
university libraries, i.e., AMU (3.15), NEHU (3.38) and VBU (2.85) were recorded 
lower than the overall average mean. 
The item 'Availability of Xerox facility' scored the highest for user groups of 
Dr, zakir Hussain central library of JMI, i.e., (3.96), whereas VBU scored (2.66), 
which is the lowest mean score of the respondents. It can be noted that the overall 
average mean of user groups of seven university libraries for 'Availability of Xerox 
facility' is (3.25), which clearly depicts that only two university libraries, i.e., NEHU 
(2.47) and VBU (2.66) were recorded lower than the overall average mean. 
The item 'Availability of computer terminals' scored the highest for user 
groups of Central Reference Library of DU, i.e., (3.87), whereas VBU scored (2.05), 
which is the lowest mean score of the respondents. It can be noted that the over all 
average mean of user groups of seven central university libraries for 'Availability of 
computer terminals' is (3.24), which clearly depicts that only three universities, i.e., 
NEHU (2.33), BHU (3.15) and VBU (2.05) were recorded lower than the overall 
average mean. 
The item 'Library opening hours' scored the highest for user groups of MA 
library of AMU, i.e., (4.15), whereas VBU scored (2.27), which is the lowest mean 
score of the respondents. It can be noted that the overall average mean of user groups 
of seven central university library for 'Library opening hours' is (3.30), which 
clearly depicts that only three university libraries, i.e., VBU (2.27), NEHU (2.59) and 
JNU (3.05) were recorded lower than the overall average mean. 
The item 'Time spent at circulation desk' scored the highest for user groups 
of Central Reference Library of DU, i.e., (4.00), whereas NEHU scored (2.62), 
which is the lowest mean score of the respondents. It can be noted that the overall 
average mean of user groups of seven central university libraries for 'Time spent at 
circulation desk' is (3.36), which clearly depicts that only three university libraries 
i.e., BHU (3.17), NEHU (2.62) and VBU (3.05) were recorded lower than the overall 
average mean. 
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it can be easily be concluded that Central Reference Library of DU is more 
conscious and aware of service quality of 'Access' whereas NEHU is least 
concerned about the service quality dimension of 'Access'. 
Fig. 6.11.4 Comparison of Access Dimension 
(Average Mean) 
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Table 6.11.5. Comparison of Communications Dimension 
Particulars 
Awareness of library 
facilities and services 
Provision of user 
education 
Availability, clarity, 
easy in uses of OPAC 
User manual 
Availability, clarity, 
easy in uses of CD-
ROM user manual 
Assuring the users 
that her/his Problem 
will be handled 
Total 
Average Mean 
AMU 
3.65 
3.01 
3.48 
2,97 
3.76 
16.88 
3J7 
BHU 
4.10 
3.02 
3.22 
3.47 
3.42 
17.23 
3.44 
DU 
3.76 
2.90 
3.82 
3.81 
3.95 
18.24 
3.64 
JMI 
3.77 
2.91 
3.32 
3.23 
3.61 
16.83 
3J6 
JNU 
3.57 
3.52 
2.75 
2.82 
3.47 
16.13 
3.23 
NEHU 
2.50 
2.21 
2.24 
2.65 
2.59 
12.20 
2.44 
VBU 
3.00 
2.38 
2.30 
2.32 
3.14 
13.14 
2.62 
TOTAL 
24.35 
19.95 
21.13 
21.22 
23.94 
110.65 
22.10 
AVERAGE 
3.48 
2.85 
3.02 
3.03 
3.42 
15.80 
3.16 
The overall mean score of perceptions of service quality of 
'Communications', which were collected from users of seven central university 
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libraries of India to measure the ability to keep clients informed in a language they 
understand and the ability to listen to them has been presented in table 6.11.5. 
It indicates that the overall mean score of'Communications' dimension. The 
Central Reference Library of DU has got the highest, i.e. (3.64), followed by BHU 
(3.44), followed by AMU got third position with the score of (3.37) and JMI got forth 
position with the score of (3.36). JNU and VBU scored (3.23) and (2.62) achieved the 
fifth and sixth position respectively whereas NEHU scored the lowest, i.e., (2.44) 
about the service quality dimension of 'Communications'. 
Further items wise analysis shows that 'Awareness of library facilities and 
services' scored the highest for user groups of BHU library, i.e., (4.10), whereas 
NEHU scored (2.50), which is the lowest mean score of the respondents. It can be 
shows that the overall average mean of user groups of seven central university 
libraries for 'Awareness of library facilities and services' is (3.48), which clearly 
depict that only two universities i.e., NEHU (2.50) and VBU (3.00) were recorded 
lower than the overall average mean. 
The item 'Provision of user education' scored the highest for user groups of 
Central Library of JNU, i.e., (3.52), whereas NEHU scored (2.21), which is the lowest 
mean score of the respondents. It can be noted that the overall average mean of user 
groups of seven central university libraries for 'Provision of user education' is 
(2.85), which clearly depicts that only two libraries, i.e., NEHU (2.21) and VBU 
(2.38) were recorded lower than the overall average mean. 
The item 'Availability, clarity, easy in uses of OPAC User manual' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (3.82), whereas 
NEHU scored (2.24) which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven central university 
libraries for 'Availability, clarity, easy in uses of OPAC User manual' is (3.02), 
which clearly depicts that only three libraries, i.e., JNU (2.75), NEHU (2.24) and 
VBU, (2.30) were recorded lower than the overall average mean. 
The item 'Availability, clarity, easy in uses of CD- ROM user manual' 
scored the highest for user groups of Central Reference Libraries of DU, i.e., (3.81), 
whereas VBU score (2.32), which is the lowest mean score of the respondents. It can 
be noted that the overall average mean of user groups of seven university libraries for 
'Availability, clarity, easy in uses of CD- ROM user manual' is (3.03), which clearly 
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depicts that only three university libraries, i.e., BHU (3.47), DU (3.81) and JMI, 
(3.23) were recorded higher than the overall average mean. 
The item 'Assuring the users that her/his Problem will be handled' scored 
highest for user groups Central Reference Libraries of DU, i.e., (3.95), whereas 
NEHU score (2.59), which is the lowest mean score of the respondents. It can be 
noted that the overall average mean of user groups of seven central university libraries 
for 'Assuring the users that her/his Problem will be handled' is (3.42) which clearly 
depicts that only two university libraries, i.e., NEHU (2.59) and VBU (3.14) were 
recorded lower than the overall average mean. 
It can be inferred from the table 6.11.5 that Central Reference Libraries of 
DU is more conscious and aware of service quality of Communications whereas, 
NEHU is least concerned about the service quality dimension of Communication. 
Fig. 6.11.5 Comparison of Communications Dimension 
(Average Mean) 
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Table 6.11.6. Comparison 
Particulars 
Library furniture 
Temperature setting in 
library 
Proper illuminate in the 
library 
Maintenance of Silence 
in study hall 
Total 
Average Mean 
AMU 
3.74 
3.54 
364 
3 52 
14.44 
3.61 
of Tangible Dimension 
BHU 
3.07 
3.52 
3.70 
3.72 
14.02 
3.50 
DU 
3.99 
3.95 
3.85 
4 00 
1.79 
3.94 
JMI 
3.46 
3.36 
3.95 
3.23 
14.00 
3.50 
JNU 
4.32 
3.40 
3.60 
3.97 
15.29 
3.82 
NEHU 
2.54 
2.21 
2.39 
2.10 
9.24 
2_J1 
VBU 
2.73 
2.27 
2.73 
3.10 
10.83 
2.70 
TOTAL 
23.85 
22.25 
23.86 
23 64 
93.61 
23 J 8 
AVERAGE 
3.41 
3.18 
341 
3.38 
13.37 
334 
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Table 6.11.6 indicates that the overall mean score of perceptions of service 
quality of 'Tangible' which were collected from users of seven respective central 
university libraries of India to measure the maintenance and physical facility. 
It indicates that the overall mean score of 'Tangibles' dimension. The 
Central Reference Library of DU has got the highest score, i.e., (3.94) followed by 
JNU (3.82), whereas AMU got third position with the score of (3.61) and JMI got 
forth position with (3.36) score. JNU and VBU scored (3.23) and (2.62) got the fifth 
and sixth position respectively whereas NEHU scored the lowest, i.e., (2.44) about the 
service quality dimension of Tangibles. 
Further item wise analysis indicates that 'Library furniture' scored the 
highest for user groups of central library of JNU, i.e., (4.32), whereas NEHU score 
(2.54), which is the lowest mean score of the respondents. It can be noted that the 
overall average mean of user groups of seven university libraries for 'Library 
fiimiture' is (3.41), which clearly depicts that four university libraries, i.e., AMU 
(3.74), DU (3.99), JMI (3.46) and JNU (4.32) were recorded higher than the overall 
average mean. 
The item 'Temperature setting in library' scored the highest for user groups 
of Central Reference libraries of DU, i.e., (3.95), whereas NEHU scored (2.21), which 
is the lowest mean score of the respondents. It can be noted that the overall average 
mean of user groups of seven university libraries for 'Temperature setting in library' 
is (3.18), which clearly depicts that only two university libraries, i.e., NEHU (2.21), 
VBU (2.27) were recorded lower than the overall average mean. 
The item 'Proper illumination in the library' scored the highest for user 
groups of JMI, i.e., (3.95), whereas NEHU score (2.39), which is the lowest mean 
score of the respondents. It can be noted that the overall average mean of user groups 
of seven central university libraries for 'Proper illumination in the library' is (3.41), 
which clearly depicts that only two university libraries, i.e., NEHU (2.39) and VBU 
(2.73) were recorded lower than the overall average mean. 
The item 'Maintenance of Silence in study hall' scored the highest for user 
groups of Central Reference Libraries of DU, i.e., (4.00), whereas NEHU score 
(2.10), which is the lowest mean score of the respondents. It can be noted that the 
overall average mean of user groups of seven university libraries for 'Maintenance of 
Silence in study hall' is (3.38), which clearly depicts that only three university 
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libraries, i.e., NEHU (2.10), VBU (3.10) and JMI (3.23) were recorded lower than the 
overall average means 
Fig. 6.11.6 Comparison of Tangible Dimension 
(Average Mean) 
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6.12. ANOVA TEST 
One-way ANOVA test was used in order to analyze the differences in the 
perceptions of users for the study of quaUty services in the seven central university 
libraries. It is a statistical technique to analyse the total variation of a set of 
observations as measured by the variance of the observations multiplied by their 
number. The main objectives of this statistical tool are to determine whether the 
differences between the means of several sample groups are statistically significant. 
The independable variables are universities (Nominal) and Dependable Variables are 
six dimensional score (Ordinal). 
Table 6.12.1. Quality Dimension: Reliability. (ANOVA Test) 
Hypothesis- There is no significant difference between the perception levels of Users 
of seven central university libraries as far as the dimension Reliability is concerned 
Calculations 
Particulars 
Giving correct answers to 
reference questions 
Making relevant information 
available 
Keeping records consistent 
with actual holdings/status 
Keeping computer databases 
up and running 
Making sure that overdue 
notices and fine notices are 
accurate 
TOTAL (Ti) 
Average Mean 
(Ti)2 
Sx^ 
AMU 
2 86 
3 45 
3 66 
3 88 
37 
17 55 
351 
308 0025 
62 2221 
BHII 
37 
3 47 
2 75 
32 
3 57 
16 69 
3 33 
278 5561 
56 2783 
DU 
4 25 
401 
41 
3 77 
3 59 
19 72 
3 94 
388 8784 
78 0536 
JMI 
371 
3 25 
3 63 
3 66 
3 52 
17 77 
3 55 
315 7729 
63 2895 
JNU 
3 47 
3 6 
3 4 
3 45 
3 35 
17 27 
3 45 
298 2529 
59 6859 
NEHU 
2 42 
2 63 
2 33 
2 57 
2 57 
12 52 
2 50 
156 7504 
31412 
VBU 
2 33 
3 12 
2 75 
2 6 
271 
13 51 
2 70 
182 5201 
36 8299 
115 03 
22 98 
1928 733 
387 7713 
G 
3 28 
E'f 
RSS 
Table 6.12 .1.1 ANOVA RESULT 
Source of Variation 
Treatment (Universities) 
Error (Residual) 
TOTAL 
Sum of Squares 
7.69234857 
2.02464 
9.71698857 
Degrees of 
Freedom 
6 
28 
34 
Mean Sum of 
Squares 
1.282058095 
0.072308571 
Variance Ratio 
F= 17.73037511 
(Calculated) 
Table Value: F^  28 
(0.05) =2.4453 
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Conclusion 
Table 6.12.1 the overall mean score of the dimension Reliability of service 
quality, which was collected from the users of seven central university libraries to 
measure the significant difference between overall perceptions of quality services. 
Table 6.12.1.1 shows the result of ANOVA. It indicates that F value is significant as 
the calculated value is greater then the tabulated value. The calculated value of F= 
17.73 with (6,28) degree of freedom is significant at 0.05 level of significance, 
(Tabulated Value F (6.28) (0.05) = 2.4453). Therefore null hypothesis is rejected. It can 
be concluded that there is a significant differences in perceptions level of users of 
seven central university libraries for the quality dimension Reliability. 
Table 6.12.2. Quality Dimension: Responsiveness. (ANOVA Test) 
Hypothesis- There is no significant difference between the perception levels of Users of seven 
central university libraries as far as the dimension Responsiveness is concerned 
Calculations 
Particulars 
Making new 
information available 
Timeliness delivery of 
information 
Re-shelving of books 
Effective ILL System 
Familiarity with 
OPAC 
Recency of journals 
and newspapers. 
TOTAL (Ti) 
Average Mean 
(Ti)' 
Sx^ 
AMU 
3.13 
3.03 
2.88 
2.86 
3.53 
3,31 
18.76 
3.12 
351.1876 
58.8688 
BHU 
3.9 
3.37 
3.3 
3.45 
4.05 
3.72 
21.79 
3.63 
474.8041 
79.6003 
DU 
3.98 
4.16 
3.59 
3.94 
4.01 
3.49 
23.17 
3.86 
536.8489 
89.8179 
JMl 
3.74 
3.48 
2.79 
2.96 
3.69 
2.97 
19.63 
3.27 
385.3369 
65.0807 
JNU 
2.97 
3.1 
3.87 
3.25 
3.5 
3.55 
20.24 
3.37 
409.6576 
68.8228 
NEHU 
2.57 
2.5 
2.9 
2.75 
2.55 
2.4 
15.67 
2.61 
245.5489 
41.0899 
VBU 
2.83 
3.27 
3.2 
2.18 
1.97 
2.03 
15.48 
2.58 
239.6304 
41.696 
134.74 
22.44 
2643.014 
4 
444.9764 
G 
3.20 
ZT^ 
RSS 
Table No 6.X2.2.1. ANOVA RESULT 
Source of Variation 
Treatment (Universities) 
Error (Residual) 
TOTAL 
Sum of 
Squares 
8.371962 
4.474 
12.845962 
Degrees of Freedom 
6 
35 
41 
Mean Sum of 
Squares 
1.395327 
0.127828571 
Variance Ratio 
F= 10.91561 
(Calculated) 
Table Value. 
F6.,35 (0.05) =2.3782 
252 
Conclusion 
Table 6.12.2 indicates that the overall mean score the dimension 
Responsiveness of service quality, which was collected from the users of seven 
central university libraries to measure the significant difference between overall 
perceptions of quality services. Table 6.12.2.1 reveals that the result of ANOVA test. 
It indicates that F value is highly significant as the calculated value is greater then the 
tabulated value. The tabulated value F= 10.92 with (6,35), degree of freedom is 
significant at the 0.05 level of significance (Tabulated Value F (6 35) (0.05) = 2.3782). 
Therefore null hypothesis is rejected. It implies that there is a significant 
difference in perceptions level of users of the seven central university libraries for the 
service quality dimension of Responsiveness. 
Table 6.12.3. Quality Dimension: Assurance. (ANOVA Test) 
Hypothesis - There is no significant difference between the perception levels of Users of seven 
central university libraries as far as the dimension Responsiveness is concerned. 
Calculations 
Particulars 
Appearance of staff 
Thorough understanding 
of the collections 
FamiharityofCD-ROM 
System 
Providing individual 
attention to users 
Recognizing the regular 
users by the library staff 
TOTAL (Ti) 
Average Mean 
(Ti)' 
2X^ 
AMU 
3 97 
3 58 
3 11 
3 77 
38 
18.24 
3.65 
332.3329 
66.9023 
BHU 
3 97 
38 
37 
3 85 
3 52 
18.84 
3.76 
354.9456 
71.1038 
DU 
4 24 
4 03 
3 95 
3 88 
3 75 
19.85 
3.97 
394.0225 
78.9379 
JMI 
3.63 
3 35 
2 92 
3 27 
3 37 
16.55 
3.31 
273.5716 
54.9756 
JNU 
3 67 
3 1 
29 
2 77 
2 95 
15.39 
3.08 
236.8521 
47.8643 
NEHU 
2 69 
231 
2 39 
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12.52 
2.50 
156.5001 
31.3965 
VBU 
3 65 
3 65 
2 75 
2 63 
3 25 
15.93 
3.18 
253.7649 
51.6869 
117.32 
23.45 
2001.99 
402.8673 
G 
3.35 
ET^ 
RSS 
Table 6.12.3.1 ANOVA RESULT 
Source of Variation 
Treatment (Universities) 
Error (Residual) 
TOTAL 
Sum of 
Squares 
7.342394 
2.46936 
9.811754 
Degrees of 
Freedom 
6 
28 
34 
Mean Sum of 
Squares 
1.223732 
0.088191 
Variance Ratio 
F = 13.87587 (Calculated) 
Table Value 
F6,28 (0.05) =2.4453 
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Table 6.12.3 indicates that the overall mean score the dimension 
Assurance of service quality, which was collected from the users of seven central 
university libraries to measure the significant differences between overall perceptions 
of quality services. From the above table 6.12.3.1 indicates that F value is highly 
significant as the calculated value is greeter then the tabulated value. The calculated 
value F=13.88 with (6,28), degree of freedom is significant at the 0.05 level of 
significance (Tabulated Value F (6,28) (0.05)= 2.4453). Further, it highlights that that 
there is a significant difference in the perception level of users of seven central 
university libraries for the quality dimension 'Assurance'. Therefore null hypothesis 
is rejected. 
Table 6.12.4 Quality Dimension: Access (ANOVA Test) 
Hypothesis- There is no significant difference between the perception levels of Users 
of seven central university libraries as far as the dimension Access is concerned. 
Calculations 
Particulars 
Availability of 
staff at reverence 
desk 
Availability of 
Xerox facility 
Availability of 
computer terminals 
Library opening 
hours 
Time spent at 
circulation desk 
TOTAL (Ti) 
Average Mean 
(Ti)^ 
Zx^  
AMU 
3.15 
3.33 
3.68 
4.15 
3.6 
17.91 
3.58 
320.7681 
64.7363 
BHU 
4.05 
3.27 
3.15 
3.32 
3.17 
16.96 
3.39 
287.6416 
58.0892 
DU 
3.81 
3.38 
3.87 
4 
4 
19.06 
3.81 
363.2836 
72.9174 
JMI 
3.98 
3.96 
3.85 
3.72 
3.41 
18.92 
3.78 
357.9664 
71.811 
JNU 
3.45 
3.69 
3.72 
3.05 
3.67 
17.58 
3.51 
309.0564 
62.1284 
NEHU 
2.38 
2.47 
2.33 
2.59 
2.62 
12.39 
2.47 
153.5121 
30.7667 
VBU 
2.85 
2.66 
2.05 
2.27 
3.05 
12.88 
2.57 
165.8944 
33.856 
115.7 
23.11 
1958.123 
394.305 
G 
3.30 
Tf 
RSS 
Table 6.12.4 .1. ANOVA RESULT 
Source of Variation 
Treatment 
(Universities) 
Error (Residual) 
TOTAL 
Sum of 
Squares 
9.153377 
2.68048 
11.83386 
Degrees of 
Freedom 
6 
28 
34 
Mean Sum of 
Squares 
1.525563 
0.095731 
Variance Ratio 
F = 15.93586 
(Calculated) 
Table Value 
Fe, 28 (0.05) =2.4453 
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Conclusion 
Table 6.12.4 indicates that the overall mean score the dimension Access of 
service quality, which was collected from the users of seven central university 
libraries to measure the significant difference between overall perceptions of quality 
services. From the above table 6.12.4.1 reveals the result of ANOVA test. It indicates 
that F value is highly significant as the calculated value is greater then the tabulated 
value. The calculated value F=15.94 with (6.8), degree of freedom is significant at the 
0.05 level of significance, (Tabulated Value F= (6,28) (0.05)= 2.4453). 
It can be highlights that the there is a significant difference in the 
perception level of users between seven central university libraries for the quality 
dimension Access is concern. Therefore null hypothesis is rejected. 
Table 6.12.5. Quality Dimension: Communications (ANOVA Test) 
Hypothesis - There is no significant difference between the perception levels of Users 
of seven central university libraries as far as the dimension Communications is 
concerned. 
Particulars 
Awareness of library 
facilities and services 
Provision of user 
education 
Availability, clarity, easy 
in uses of OPAC User 
manual 
Availability, clarity, easy 
in uses of CD- ROM 
user manual 
Assuring the users that 
her/his Problem will be 
handled 
TOTAL (Ti) 
Average Mean 
(Ti)' 
ZX^ 
AMU 
3 65 
3 01 
3 48 
2 97 
3 76 
16.87 
3.37 
284.5969 
57.4515 
BHU 
41 
3 02 
3 22 
3 47 
3 42 
17.23 
3.44 
296.8729 
60.0361 
DU 
3 76 
29 
3 82 
381 
3 95 
18.24 
3.64 
332.6976 
67.2586 
JMI 
3.77 
291 
3 32 
3 23 
361 
16.84 
3.36 
283.5856 
57.1684 
JNU 
3 57 
3 52 
2 75 
2 82 
3 47 
16.13 
3.23 
260.1769 
52.6911 
NEHU 
25 
221 
2 24 
2 65 
2 59 
12.19 
2.44 
148.5961 
29.8823 
VBU 
3 
2 38 
23 
2 32 
3 14 
13.14 
2.62 
172.6596 
35.1964 
110.64 
22.10 
1779.186 
359.6844 
G 
3.16 
ZT^ 
RSS 
Calculations 
Table 6.12.5 .1 ANOVA RESULT 
Source of Variation 
Treatment (Universities) 
Error (Residual) 
TOTAL 
Sum of 
Squares 
6.088274 
3.84728 
9.935554 
Degrees of 
Freedom 
6 
28 
34 
Mean Sum of 
Squares 
1.014712 
0.137403 
Variance Ratio 
F = 7.384944 
(Calculated) 
Table Value 
F6,28(0.05) 
=2.4453 
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Conclusion 
Table 6.12.5 indicates that that the overall mean the dimension 
Communications of service quality, which was collected from the users of seven 
central university libraries to measure the significant difference between overall 
perceptions of quality services. Table 6.12.5.1 shows the result of ANOVA. It 
indicates that F value is highly significant as the calculated value is greater then the 
tabulated value. The tabulated value F= 7.38 with (6,28) degree of freedom is 
significant at the 0.05 level of significance, (Tabulated Value F= (6,28)(0.05) = 2.4453). 
It may be conclude that there is a significant difference in the perceptions level 
of users of the seven central university libraries for the quality dimension of 
'Communications'. Therefore, null hypothesis is rejected. 
Table 6.12.6. Quality Dimension: Tangible (ANOVA Test 
Hypothesis- There is no significant difference between the perception levels of Users of seven 
central university libraries as far as the dimension Tangible is concerned. 
Particulars 
Library furniture 
Temperature 
setting in library 
Proper illuminate 
in the library 
Maintenance of 
Silence in study 
hall 
TOTAL (Ti) 
Average Mean 
(Ti)2 
Ex^ 
AMU 
3 74 
3 54 
3 64 
3 52 
14.44 
3.37 
208.5136 
52.1592 
BHU 
3 07 
3 52 
37 
3 72 
14.01 
3.44 
196.2801 
49.3437 
DU 
3 99 
3 95 
3 85 
4 
15.79 
3.64 
249.3241 
62.3451 
JMI 
3 46 
3 36 
3 95 
3 23 
14 
3.36 
196 
49.29 
66 
JNU 
4 32 
34 
36 
3 97 
15.29 
3.23 
233.784 
1 
58.943 
3 
NEHU 
2 54 
221 
2 39 
21 
9,24 
2.44 
85.3776 
21.4578 
VBU 
2 73 
2 27 
2 73 
31 
10.83 
2.62 
117.2889 
29.6687 
93.6 
22 10 
1286.56 
8 
323.214 
4 
G 
3 16 
ST^ 
RSS 
Calculations 
Table 6.12.6.1 ANOVA RESULT 
Source of Variation 
Treatment (Universities) 
Error (Residual) 
TOTAL 
Sum of 
Squares 
8.750671 
1.5723 
10.322971 
Degrees of 
Freedom 
6 
21 
27 
Mean Sum of 
Squares 
1.458445 
0.074871 
Variance Ratio 
F = 19.47933 (Calculated) 
Table Value Fe 21 (O.05) 
=2.5727 
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Conclusion , 
The overall mean score of service quality of Tangible dimension shown in 
Table 6.12.6 which was collected from the users of seven central university libraries 
to measure the significant difference between overall the perception of quality 
services. It can be observed from the table 6.12.6.1 that F value is highly significant 
as the calculated value is greeter then the tabulated value of the result of ANOVA. 
The calculated value F= 19.48 with (6.21) degree of freedom is significant at the 0.05 
level of significance (Tabulated Value F (6,2i)(0.05) = 2.5727.). 
Therefore null hypothesis is rejected. It can be summaries that there is a 
significant differences in the perceptions level of users of seven central university 
libraries as far as quality dimension Tangible is concern. 
I 
Fig. 6.12 
F Distribution 
REjeCTION REGION 
2.4453 
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6.13. t-test 
The t-test assesses whether the means of two groups are statistically 
different from each other. This analysis is appropriate to compare the mean of two 
groups. The investigator used t-test to test the significant difference in the 
perception of service quality dimensions among the faculty members and research 
scholars of central university libraries of India. 
Table 6.13.1. To test the significant difference between average perception of 
faculty members and research scholars at AMU. 
Hypothesis- There is no difference in the perception of faculty members and 
research scholar at AMU. 
Table 6.13.1, Group Statistics (AMU), 
CATEGARY 
Faculty 
Research Scholar 
N 
6 
6 
Mean 
3.3617 
3.6533 
Std. Deviation 
.18563 
.26703 
Std. Error 
Mean 
.07578 
.10902 
Table 6.13.1.1. Independent Samples Test (AMU) 
AMU 
Equal variances 
assumed 
Equal variances 
not assumed 
Levene's Test 
for Equality 
of Variances 
F 
1.456 
Sig. 
.255 
Student's t-test for Equality of Means 
t 
-2.197 
-2.197 
df 
10 
8.917 
Sig. 
(2-tailed) 
.053 
.056 
Mean 
Difference 
-.29167 
-.29167 
Std. Error 
Difference 
.13277 
.13277 
95% Confidence Interval 
of the Difference 
Lower 
-.58749 
-.59243 
Upper 
.00416 
.00910 
Conclusion: 
Table 6.13.1.1 shows that calculated value of statistic t is (0.53) which is 
less than the tabulated value (2.2280). The null hypothesis may be accepted at 5% 
level of significance. Hence it can be concluded that there is no significant 
difference between the perceptions of research scholar and faculty members of 
AMU. 
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Table 6.13.2. To test the significant difference between average perception of 
faculty members and research scholars at BHU. 
Hypothesis-There is no difference in the perception of faculty members and 
research scholars at BHU. 
Table 6.13.2.Group Statistics (BHU). 
CATEGARY 
Faculty 
Research scholar 
N 
6 
6 
Mean 
3.7383 
3.2917 
Std. Deviation 
.14634 
.32720 
Std. Error Mean 
.05974 
.13358 
6.13.2.1. Independent Samples Test (BHU) 
BHU 
Equal variances 
assumed 
Equal variances 
not assumed 
Levene's Test 
for Equality of 
Variances 
F 
8.101 
Sig. 
.017 
t-test for Equality of Means 
t 
3.052 
3.052 
df 
10 
6.924 
Sig. 
(2-tailed) 
.012 
.019 
Mean 
Difference 
.44667 
.44667 
Std. Error 
Difference 
.14633 
.14633 
95% Confidence Interval 
of the Difference 
Lower 
.12062 
.09988 
Upper 
.77271 
.79346 
Conclusion: 
Table 6.13.2.1 reveals that the calculated value of statistic t is (.012) which 
is less than the tabulated value (2.228). The null hypothesis may be accepted at 
5% level of significance. Hence it can be concluded that there is no significant 
difference between perceptions of research scholar and faculty members of BHU. 
Table 6.13.3. To test the significant difference between average perception of 
faculty members and research scholars at DU 
Hypothesis-There is no difference in the perception of faculty members and 
research scholars at DU. 
Table. 6.13.3. Group Statistics (DU). 
CATEGARY 
Faculty 
Research scholar 
N 
6 
6 
Mean 
3.8667 
3.8567 
Std. Deviation 
.11827 
.17512 
Std. Error Mean 
.04828 
.07149 
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Table 6.13.3.1. Independent Samples Test (DU). 
DU 
Equal variances assumed 
Equal variances not 
assumed 
Levene's Test 
for Equality of 
Variances 
F 
1.612 
Sig. 
.233 
t-test for Equality of Means 
t 
.116 
.116 
df 
10 
8.776 
Sig. 
(2-tailed) 
.910 
.910 
Mean 
Difference 
.01000 
.01000 
Std. Error 
Difference 
.08627 
.08627 
95% Confidence Interval 
of the Difference 
Lower 
-.18222 
-.18592 
Upper 
.20222 
.20592 
Conclusion: 
Table 6.13.3.1 reveals that calculated value of statistic t is (.9io) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence it can be concluded that there is no significant 
difference between the perception of research scholar and faculty members of DU. 
Table 6.13.4. To test the significant difference between average perception of 
faculty members and research scholars at JMI 
Hypothesis-There is no difference in the perception of faculty members and 
research scholars at JMI. 
Table 6.13. 4. Group Statistics (JMI). Calculations 
Category 
Faculty 
Research scholar 
N 
6 
6 
Mean 
3.5167 
3.4067 
Std. Deviation 
.18981 
.34431 
Std. Error Mean 
.07749 
.14056 
Table 6.13.4.1. 
JMI 
Equal variances 
assumed 
Equal variances not 
assumed 
Independent Samples 
Levene's Test 
for Equality of 
Variances 
F 
2.741 
Sig. 
.129 
Test (JMI) 
t-test for Equality of Means 
t 
.685 
.685 
df 
10 
7.782 
Sig. 
(2-tailed) 
.509 
.513 
Mean 
Difference 
.11000 
.11000 
Std. Error 
Difference 
.16051 
.16051 
95% Confidence Interval 
of the Difference 
Lower 
-.24763 
-.26194 
Upper 
.46763 
.48194 
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Conclusion: 
Table 6.13.4.1 reveals that the calculated value of statistic t is (.509) which is 
the less than the tabulated value (2.228). The null hypothesis may be accepted at 
5% level of significance. Hence, it can be concluded that there is no significant 
difference between the perceptions of research scholar and faculty members of 
JMI. 
Table 6.13.5. To test the significant difference between average perception of 
faculty members and research scholars at JNU 
Hypothesis-There is no difference in the perception of faculty members and 
research scholars at JNU 
Table 6.13.5. Group Statistics (JNU) 
Category 
Faculty 
Research scholar 
N 
6 
6 
Mean 
3.3333 
3.4900 
Std. Deviation 
.32506 
.28390 
Std. Error Mean 
.13271 
.11590 
6.13.5.1. Independent 
JNU 
Equal variances 
assumed 
Equal variances not 
assumed 
Sam 
Levene's Test 
for Equality of 
Variances 
F 
.000 
Sig. 
.992 
pies Test (JNU) 
t-test for Equality of Means 
t 
-.889 
-.889 
df 
10 
9.822 
Sig. 
(2-tailed) 
.395 
.395 
Mean 
Difference 
-.15667 
-.15667 
Std. Error 
Difference 
.17619 
.17619 
95% Confidence Interval 
of the Difference 
Lower 
-.54925 
-.55022 
Upper 
.23592 
.23688 
Conclusion: 
Table 6.13.5.1 reveals that the calculated value of statistic t is (.395) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence it can be concluded that there is no significant 
difference between the perceptions of research scholar and faculty members of 
JNU. 
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Table 6.13. 6 To test the significant difference between average perception of 
faculty members and research scholars at NEHU. 
Hypothesis-There is no difference in perception of faculty members and research 
scholars at NEHU 
le 6.13. 6. Group Staf 
Category 
Faculty 
Research scholar 
tistics (Nl 
N 
2.4650 
2.4817 
EHU) 
Mean 
.11023 
.20508 
Std. Deviation 
.04500 
.08372 
Std. Error Mean 
2.4650 
2.4817 
Table 6.13. 6.1. 
NEHU 
Equal variances 
assumed 
Equal variances not 
assumed 
Independent Samples Test (NEHU) 
Levene's Test 
for Equality of 
Variances 
F 
3.512 
Sig. 
.090 
t-test for Equality of Means 
t 
-.175 
-.175 
df 
10 
7.666 
Sig. 
(2-tailed) 
.864 
.865 
Mean 
Difference 
-.01667 
-.01667 
Std. Error 
Difference 
.09505 
.09505 
95% Confidence Interval 
of the Difference 
Lower 
-.22845 
-.23752 
Upper 
.19512 
.20419 
Conclusion: 
Table 6.13.6.1 reveals that the calculated value of statistic t is (.864) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence it can be concluded that there is no significant 
difference between the perceptions of research scholar and faculty members of 
NEHU. 
Table 6.13.7. To test the significant difference between average perception of 
faculty members and research scholars at VBU. 
Hypothesis-There is no difference in the perception of faculty members and 
research scholars at VBU 
Table 6.13.7. Group Statistics (VBU) 
Category 
Faculty 
Research scholar 
N 
6 
6 
Mean 
2.7033 
2.7550 
Std. Deviation 
.31462 
.27105 
Std. Error Mean 
.12844 
.11066 
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6.13.7.1. Independent Samples Test (VBU) 
VBU 
Equal variances 
assumed 
Equal variances not 
assumed 
Lcvene's Test 
for Equality of 
Variances 
F 
.127 
Sig. 
.729 
t-test for Equality of Means 
t 
-.305 
-.305 
df 
10 
9.786 
Sig. 
(2-tailed) 
.767 
.767 
Mean 
Difference 
-.05167 
-.05167 
Std. Error 
Difference 
.16954 
.16954 
95% Confidence Interval 
of the Difference 
Lower 
-.42942 
-.43054 
Upper 
.32609 
.32721 
Conclusion: 
Table 6.13.6.1 reveals that the calculated value of statistic t is (.767) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence it can be concluded that there is no significant 
difference between the perceptions of research scholar and faculty members of 
VBU. 
Fig. 6.13 
REJECTION REGION REJECTION REGION 
-2.228 +2.228 
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6.14. Control chart for Mean (X Bar Charts) 
Control charts are used to routinely monitor quality. Depending on the 
number of process characteristics to be monitored, there are two types of control 
charts. The first referred to as a univariate control chart, is a graphical display 
(chart) of one-quality characteristics. The second, referred to as a multivariate 
control chart, is a graphical display of statistic that summarizes or represents more 
than one quality characteristic. Researcher used univariate control charts for the 
purpose of analyzing the level of quality dimension in central university libraries. 
The control chart contains a center line that represents the mean value for the in-
control process. (Desired level of quality dimension) Two other horizontal lines, 
called the upper control limit (UCL) and the lower control limit (LCL), are also 
shown on the chart. These control limits are chosen so that almost all of the data 
points will fall within these limits as long as the process remains in-control. If the 
chart indicates that the process is currently under control then it can be used with 
confidence to predict the future performance of the process. If the chart indicates 
that the process being monitored is not in control, the pattern it reveals can help 
determine the source of variation to be eliminated to bring the process back into 
control 
Fig. 6.14 Theoretical Basis for a Control Chart 
I'ppir C unlrirf Umil (I'Cl.) 
Mcuni.l (S.ll.) 
C'vnivr l.inc- « I.) 
Mc^n 
Lower ritnlrul Liniil (LCI.) 
Mt'jn-.l tS.n.) 
T l iiic iir Order of PrifcJuclioii 
The investigator used mean chart and standard deviation chart for analysing 
the service quality level in the seven central university libraries of India. Mean 
chart shows the variation/deviation in standard (desired) quality level. Standard 
level of quality is being measured by taking the average of values (responses) 
obtained for a particular dimensions. 
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S-chart shows the variation in variabiHty of a particular dimension of 
service quality. For a good process both the charts should be under control. In 
other words, for university the values (points) of mean chart as well as S-Chart 
within the control limits indicates the existence of TQM standards. More the 
values (points) are on the lower side of S-Chart. More are the chance of stability in 
the system, whatever it in a good system the point should lie around central line 
(CL or Average). More the values (points) are on the upper side of the chart more 
are the chances of presence of system according to TQM Standards 
6.14.1. Control Charts of Mean : Reliablity 
Fig. 6.14.1.1 
Control Chart: RELIABILITY SCORES 
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c 
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3 0-
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Average « 3.2866 
LCL - 25355 
• Y e s 
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Fig. 6.14.1.2 
Control Chart: RELIABILITY SCORES 
RELIABLITY SCORES 
UCL»5138 
Average > .2460 
LCL = .0000 
NAueor uNn/CRsmr 
From the above mean-chart. Fig. 6.14.1.1 it is observed that three points 
related to DU (3.94), NEHU (2.50), and VBU (3.33), libraries are going outside the 
control limits. The points of Delhi University (3.94), is going above the upper 
control limit (UCL) is a good sign but the points related to NEHU (2.50) and VBU 
(2.70), are going below the lower control limit is a sign of lacking in service 
quality at these two libraries. The other four points related to AMU (3.51), BHU 
(3.33), JMI (3.55) and JNU (3.45) are lying within the control limits. Further, all 
these four points are above the central line, which is a good sign. 
Thus as far as the dimension 'Reliability' is concerned, Delhi University 
library is best in maintaining the TQM Standards. AMU, BHU, JMI and JNU 
libraries are also at good position as they are having standards above the desired 
level of service quality. 
The two libraries NEHU and VBU are at the lowest and they are below the 
lower control limits. The findings suggest that NEHU and VBU library users are 
not satisfied with the services they receive. 
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Figure 6.14.1.2 shows that all the points are lying inside the control limits, 
so all the universities are in control as far as the 'Reliability' dimension is 
concerned. From the above S-Chart, it is observed that the two points, i.e., DU and 
VBU library are nearest to the central line. The next nearest point is JMI. The 
lowest variation point is JNU. This means that JNU is most stable in Reliability 
dimension. 
From the above two charts for the dimension Reliability, it can be 
concluded that, DU is best in maintaining service quality of TQM standards as far 
as the 'Reliability' dimension is concerned. AMU, BHU, JMI and JNU are also 
good in maintaining service quality of TQM standard, but the two other central 
university libraries, i.e., NEHU and VBU are not having TQM standards as far as 
the 'Reliability' dimension is concerned. 
Fig.6.14.2. Control Chart of Mean : Responsiveness 
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Fig. 6.14.2.2 
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From the above mean-chart, Fig.6.14.2.1 indicates that three points related 
to DU (3.86), NEHU (2.61) and VBU (2.58), libraries are going outside the control 
limits. The points of Delhi University (3.86) is going above the upper control limit 
(UCL) is a good sign but the points related to NEHU (2.61) and VBU (2.58) are 
going below the lower control limit is a sign of lacking in service quality at these 
two libraries. The other four points related to AMU (3.12), BHU (3.63), JMI (3.27) 
and JNU (3.37) are lying within the control limits. Further, all these three points 
are above the central line, which is a good sign and AMU, is below control line. 
Thus as far as the dimension 'Responsiveness' is concerned, Delhi 
University library is best in maintaining the TQM Standards. AMU, BHU, JMI and 
JNU libraries are also at good position as they are having standards above the 
desired level of service quality. The two libraries NEHU and VBU are at the 
lowest and they are below the lower control limits. The findings suggest that 
NEHU and VBU library users are not satisfied with the services they receive. 
Figure 6.14.2.2 shows that all the points are lying inside the control limits, 
so all the universities are in control as far as the Reliability dimension is 
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concerned. From the above S-Chart, it is observed that the three points, i.e.. AMU, 
BHU and JNU libraries are nearest to the central line. The next nearest point is 
JMI. The lowest variation point is JNU. This means that JNU is most stable in 
Reliability dimension. 
From the above two chart for the Responsiveness dimension, it can be 
concluded that DU is best in maintaining service quality of TQM standards as far 
as the Responsiveness Dimension is concerned. AMU, BHU, JMI and JNU are 
also good in maintaining service quality of TQM standard, but the two other 
central university libraries, i.e., NEHU and VBU are not having TQM standards as 
far as the 'Responsiveness' Dimension is concerned. 
Fig.6.14.3. Control Charts of Mean: Assurance 
Fig. 6.14.3.1 
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Fig.6.14.3.2 
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It can be observe from the above mean-chart. Fig .6.14.3.1 indicates that 
two points related to DU (3.97) and NEHU (2.50) libraries are going outside the 
control limits. The points of Delhi University (3.97) is going above the upper 
control limit (UCL) is a good sign but the points related to NEHU (2.50) is going 
below the lower control limit is a sign of lacking in service quality at these 
libraries. The other four points related to AMU (3.65), BHU (3.76), JMI (3.31), 
JNU (3.08) and VBU (3.18) are lying within the control limits. Further, AMU and 
BHU points are above the control line, which is a good sign and JNU, VBU and 
JMI libraries are below control line but under limit. 
Thus as far as the dimension 'Assurance' is concerned, Delhi University library 
is best in maintaining the TQM Standards. AMU and BHU libraries are at good 
position as they are having standards above the desired level of service quality. 
The library NEHU is the lowest and also it is below the lower control limits. The 
findings suggest that NEHU library users are not satisfied with the services they 
receive. 
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Figure 6.14.3.2 shows that all the points are lying inside the control limits, 
so all the central universities are in control as far as the Assurance dimension is 
concerned. From the above S-Chart, it is observed that the three points, i.e., AMU, 
JMI and JNU libraries are nearest to the central line. The next nearest point are 
BHU and DU. The lowest variation point is NEHU. This means NEHU is most 
stable in dimension of Assurance. 
From the above two chart for the Assurance dimension, it can be concluded 
that DU is best in maintaining service quality of TQM standards as far as the 
Assurance dimension is concerned. AMU, BHU, JMI and JNU are also good in 
maintaining service quality of TQM standard, but central university libraries of 
NEHU is not having TQM standards as far as the Assurance dimension is 
concerned. 
Fig. 6.14. 4. Control Charts of Mean: Access 
Fig. 6.14.4.1 
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Fig. 6.14.4.2 
Control Chart: ACCESS SCORES 
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The mean-chart, Fig. 6.14. 4.1 indicate that three points related to DU 
(3.81), JMI (3.78), NEHU (2.47) and VBU (2.57), libraries are going outside the 
control limits. The points of DU (3.81) and JMI (3.78) are going above the upper 
control limit (UCL) is a good sign but the points related to NEHU (2.47) and VBU 
(2.57) are going below the lower control limit is a sign of lacking in service quality 
at these two libraries. The other points related to AMU (3.58), BHU (3.39) and 
JNU (3.45) are lying within the control limits. Further, all these four points are 
above the central line is a good sign. 
Thus as far as the Access dimension is concerned, DU and JMI university 
libraries are best in maintaining the TQM Standards. AMU, BHU and JNU 
libraries are also at good position as they are having standards above the desired 
level of service quality. The two libraries NEHU and VBU are at the lowest and 
they are below the lower control limits. The findings suggest that NEHU and VBU 
library users are not satisfied with the services they receive. 
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Figure 6.14. 4.2 shows that all the points are lying inside the control limits, 
so all the central imiversities are in control as for as the Access dimension is 
concerned. From the above S-Chart, it can be observed that the two points, i.e., 
JNU and DU library are nearest to the central line. The next nearest point are JMI 
and BHU. The lowest variation point is NEHU. This means that JNU is most stable 
in Access dimension. 
From the above two chart for the Access dimension, it can be concluded 
that DU and JMI are best in maintaining service quality of TQM standards as far as 
the Access dimension is concerned. AMU, BHU and JNU are also good in 
maintaining service quality of TQM standard, but the two other central university 
libraries of NEHU and VBU are not having TQM standards as far as the Access 
dimension is concerned. 
Fig. 6.14. 5. Control Charts of Mean: Communications 
Fig 6.14. 5.1 
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Fig. 6.14.5.2 
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From the above mean-chart. Fig .6.14.5.1 it can be observed that two points 
related to NEHU (2.44) and VBU (2.62) libraries are going outside the control 
limits. The points of Delhi University (3.64) has highest score but under the control 
limit. The points related to NEHU (2.44) and VBU (2.62) are going below the 
lower control limit is a sign of lacking in service quality at these two libraries. The 
other four points related to AMU (3.37), BHU (3.44), JMI (3.36) and JNU (3.23) 
are lying within the control limits. Further, all these four points are above the 
central line is a good sign. 
Thus as far as the Communications dimension is concerned, Delhi 
University library is best in maintaining the TQM Standards. AMU, BHU, JMI and 
JNU libraries are at good position as they are having standards above the desired 
level of service quality. The two libraries NEHU and VBU are at the lowest and 
also they are below the lower control limits. The findings suggest that NEHU and 
VBU library users are not satisfied with the services they receive. 
Fig.6.14. 5,2 shows that all the points are lying inside the control limits, so 
all the central universities are in control as far as the Communications dimension is 
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concerned. From the above S-Chart, it is observed that the points, i.e., JMI, AMU, 
JNU and BHU libraries are nearest to the central line. The next nearest point is 
VBU. The lowest variation point is NEHU. This means that NEHU is most stable 
in Communications dimension 
From the above two charts for the Commvmications dimension, it can be 
noted that DU is best in maintaining service quality of TQM standards as far as the 
communications dimension is concerned. AMU, BHU, JMI and JNU are also good 
in maintaining service quality of TQM standard, but the two other central libraries, 
i.e., NEHU and VBU are not having TQM standards as far as the Communication 
dimension is concerned. 
Fig. 6.14. 6. Control Charts of Mean: Tangible 
Fig.6.14.6.1 
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Fig. 6.14.6.2 
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From the above mean-chart, Fig. 6.14.6.1, it can be observed that four 
points related to DU (3.94), JNU (3.87), NEHU (2.31) and VBU (2.70) libraries 
are going outside the control limits. The points of Delhi University (3.94) and JNU 
(3.82) are going above the upper control limit (UCL) is a good sign but the points 
related to NEHU (2.31) and VBU (2.70) are going below the lower control limit is 
a sign of lacking in service quality at these two libraries. The other four points 
related to AMU (3.61), BHU (3.50) and JMI (3.55) are lying within the control 
limits. Further, all these four points are above the central line is a good sign. 
Thus as far as the Tangible dimension is concerned, Delhi University library 
and JNU library best in maintaining the TQM Standards. AMU, BHU, and JMI 
libraries are at good position as they are having standards above the desired level 
of service quality. The two libraries NEHU and VBU are at the lowest and also 
they are below the lower control limits. The findings suggest that NEHU and VBU 
library users are not satisfied wdth the services they receive. 
Fig. 6.14. 6.2 shows that, all the points are lying inside the control limits, so 
all the universities are in control as for as the Tangible dimension is concerned. 
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From the above S-Chart, it is observed that the two points, i.e., BHU and NEHU 
library are nearest to the central line. The next nearest point is JMI. The lowest 
variation point is DU. This means that DU is most stable in dimension Reliability. 
From the above two charts for the dimension Tangible, it can be concluded 
that, DU and JNU are best in maintaining service quality of TQM standards as far 
as the commimications dimension is concerned. AMU, BHU, and JMI are also 
good in maintaining service quality of TQM standard, but the two other central 
universities libraries, i.e., NEHU and VBU are not having TQM standards as far as 
the Tangible dimension is concerned. 
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CHAPTER 7 
FINDINGS, TENABILITY OF HYPOTHESES, CONCLUSION 
AND SUGGESTIONS 
The main objectives of the study were to examine the appHcation of Total 
Quality Management in central university libraries of India. To measures the 
perception of users as they relate to quality of information products and services. On 
the basis of data analyses and interpretation, certain findings and conclusions were 
drawn and recommendations were made for providing quality bases services in the 
libraries. The major findings which emerged during the study have been summarized 
under following headings: 
7.1 FINDINGS 
Major Findings from the Part 1 
Part one deals with the brief profile of libraries and collected factual data and 
quantitative statistics of libraries, such as size of collections, status of library 
automations, facilities and services, staff and budget, etc. The major findings are 
given below: 
7.1.1 Library collection is a sum of total library materials. It makes up the holdings 
of a library. It is found from the table 6.1.4 that all seven central university 
libraries have good collections of all kinds of documents in the form of books 
and non-book materials but comparatively the MA Library of AMU has large 
collection than others libraries. The analyses reveals that the total collection 
of MA Library of AMU consisting of books, periodicals, CD-ROMs, theses 
and manuscripts etc. is (11,46,281), followed by BHU (10.46,046), followed 
by VBU (8 lakh), where as NEHU has only 4 lakh total collections, which is 
the lowest. 
7.1.2 It is found the Table 6.1.7 reveals that AMU, JMI, NEHU, and VBU libraries 
are using LibSys software for the automation. BHU and DU are using 
NewGenlib, and Trodon and JNU is using VTLS software for the automation. 
The analyses show that most of the library is fiilly automated with world class 
library softwares. 
7.1.3 Table 6.1.8 depicts that BHU and AMU libraries provide special services like 
Blind Support Services. Central library of JNU provide Newspaper-Clipping 
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service for the researcher and VBU library also provides special service to the 
users, i.e., e-resources. 
7.1.4 Table 6.1.5 indicates that Central Library of JNU has highest annual budget, 
i.e., (6 Crore) followed by BHU (4.5 Crore), followed by AMU (2.552 Crore), 
followed by DU and JMI has one crore respectively, whereas VBU has lowest 
annual budget, i.e., (72.71 Lakh). 
7.2 Major Findings from the Part 2 
Part 2 measures the status of TQM applications in the Central University 
Libraries of India. The investigator analyses the responses collected from the seven 
central university librarians and tabulated them. The major findings are given as 
under: 
7.2.1 It can be observed from the table 6.2.1 that majority of central university 
libraries are under the process of the applying of TQM, i.e., 85.71%, whereas 
BHU library is still planning to apply TQM principle and practices. 
7.2.2 It can be found that majority of the libraries are trying to use ISO 9000 model 
for quality process but it is clear that none of the central university libraries are 
certified with ISO. 
7.2.3 87.71% of the central university libraries are planning to get the certification 
from ISO. 
7.2.4 Cent percent of the libraries were reported of using statistical tools for the 
quality control. 
7.2.5 It can be derived from the table 6.2.6 that none of the libraries have appointed 
any additional staff for TQM. 
7.2.6 The table 6.2.7 reveals that 28% of the central university libraries appointed 
quality consultant for total quality management. 
7.2.7 It can be inferred the table 6.2.8 that all central university libraries have 
conducted several programs like seminars and workshops related to the quality 
management for improving quality services in their libraries. 
7.2.8 The table 6.2.9 shows that all respondents posses experience of quality 
management projects. 
7.2.9 Table 6.2.10 reveals that all libraries staffs are fully aware of the quality 
management process and practices. 
279 
7.3. Major Findings from the Part 3 
This section deals with the description of five elements of TQM, i.e., 
Leadership, Policy and Strategies, Staff Management, Resource, and process. To 
measure the responses collected from the librarian/deputy librarian of seven central 
university libraries in India. The major findings of the part 3 are as follows: 
7.3.1. Leadership 
Table 6.3.8 reveals the results of'Leadership' quality aspect comprising five 
attributes. It shows that the mean score of VBU is highest, i.e., (4.80), whereas AMU 
and NEHU scored, i.e., (3.40), which is the lowest. The overall average mean score of 
seven central university libraries for 'Leadership' element is (4.085) which clearly 
depicts that four universities, i.e., BHU (4.40), JMI (4.60), JNU (4.20) and VBU 
(4.80), scored higher then the overall average mean. The score of AMU and NEHU 
are very low which reflects that libraries do not show their consciousness about the 
leadership quality. 
7.3.2. Policy and Strategies 
It can be observed from the table 6.3.8 that the perception of librarians with 
regard to element TQM, i.e., 'Policy and Strategies'. BHU and JMI got the highest 
mean score, i.e., (4.80), whereas NEHU and AMU scored (3.60) which is the lowest. 
The overall average mean of seven central university libraries for 'Policy and 
Strategies' dimension is (4.114), which clearly shows that only three universities, i.e., 
BHU and JMI (4.80), VBU (4.20) scored higher than the overall average mean. The 
result shows that BHU and JMI focus more attention towards 'Policy and Strategies'. 
The mean score of AMU and NEHU are very low, which reflects that libraries do not 
show consciousness about the Policy and Strategies.. 
7.3.3. Staff Management 
It can be concluded that the results of 'Staff Management' quality aspect 
measuring the perception of librarians in table 6.3.8. It shows that the mean score of 
BHU and NEHU got the highest, i.e., (4.40), whereas AMU and JNU got (3.80), i.e., 
lowest mean score. The overall average mean of seven central university libraries for 
'Staff Management' dimension is (4.085), which clearly depicts that four universities, 
i.e., VHU (4.00), JMI (4.00), JNU (3.80) and AMU (3.80) scored lower then the 
overall average mean. The result shows that NEHU and BHU focus more attention 
towards Staff Management in libraries. 
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7.3.4. Resources 
The perception of respective librarians of central university libraries about the 
TQM element of Resources, BHU is found to be the best, i.e., (4.80), amongst all, 
whereas, VBU scored (3.30), is lowest mean score. The overall average mean of 
seven central university libraries with regards 'Resources' element is (4.271), which 
clearly depicts that only two universities, i.e., JNU (3.60) and VBU (3.30) scored 
lower then the overall average mean. The result shows that BHU focus more 
attention towards management of 'Resources'. The score of VBU is very low, which 
reflects that library do not show their consciousness about the Resources 
management. 
7.3.5. Process 
Table 6.3.8 depicts the results of overall mean score of elements 'Process'. 
The finding shows that AMU, BHU and DU libraries got the highest, i.e., (4.20), 
whereas NEHU and VBU scored (3.60), which is the lowest. The overall average 
mean of seven central university library with regard the Process of library 
management is (3.942), which clearly shows the three universities, i.e., JNU (3.80), 
NEHU and VBU (3.60) scored lower then the overall average mean. The result 
shows that AMU, BHU and DU focuses more attention towards Process element. The 
score of VBU are very low which reflects that libraries do not show their 
consciousness about the 'Resources'. 
7.4 Major Findings from the Part 4 
Part four deals with the user's perception about the service quality of seven central 
university libraries of India. The dimension wise findings are as follows: 
7.4.1 MA Library of AMU 
Table 6.4.7 indicates that 'Assurance' got the highest mean score, i.e., (3.65) 
and 'Responsiveness' scored the least mean score (3.33). It shows the library staffs 
posses good knowledge and skills to provide information to users about library 
collections and services. It also shows that library staff has ability to convey 
confidence, politeness, friendliness with respect to users. From the analysis of table, it 
reveals that users are very much satisfied with the 'Tangibles' dimension such as 
building and furniture, and infrastructure facilities of MA library. The perception of 
users about the service quality dimensions of Responsiveness is very low. 
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7.4.2. SRG Central library of BHU 
Table 6.5.7 indicates that the comparative analysis of six dimensions of 
service quality, which v^ere collected from the users of SRG Central library of BHU. 
The overall average mean of each dimensions analysis shows that 'Assurance' 
perceived the high scored, i.e., (3.76), followed by 'Responsiveness', i.e., (3.63), 
whereas the service quality dimension of 'Tangible' scored, i.e., (3.50), followed by 
'Communications', i.e., (3.44), followed by 'Access', i.e., (3.39) and 'Reliability' 
scored the lowest, i.e., (3.33). 
7.4.3. Central Reference Library of DU 
Table 6.6.7 indicates the comparative analysis of six dimensions of service 
quality, which were collected from users group of Central Reference Library of 
University of Delhi. The overall average mean of each dimension analysis shows that 
'Assurance' got the highest score, i.e., (3.97), followed by 'Tangible' and 'Reliability' 
score (3.94), whereas the service quality dimension of'Responsiveness' scored (3.86) 
followed by Access (3.81), whereas 'Communication' got (3.64), which is lowest. 
7.4.4. Dr. Zakir Hussain Library of JMI 
. The overall average mean of each dimensions analysis of Dr. Zakir Hussain 
Library users indicate that 'Access' perceived the highest score, i.e., (3.78), followed 
by 'Reliability', i.e., (3.55), whereas the service quality dimension of 'Tangible' 
scored, i.e., (3.50), followed by 'Communications', i.e., (3.36), whereas 'Assurance' 
got (3.31) and 'Responsiveness' achieved to be lowest, i.e., (3.27). 
7.4 5. Central Library of JNU. 
Table 6.8.7 presents the comparative analysis of six dimensions of service quality, 
which were collected form users of Central Library of JNU. It can inferred that the 
dimention 'Tangible' perceived the highest mean scored, i.e., (3.82), followed by 
'Access', i.e., (3.51), followed 'Reliability', i.e., (3.45), followed by 
'Responsiveness', i.e., (3.37), whereas 'Assurance' got the lowest score, i.e., (3.08). 
7.4.6. Central library of NEHU 
Table 6.9.7 reveals the comparative analysis of six dimensions of library 
service quality, which were collected from the users of NEHU library. The overall 
average mean of each dimension analysis shows that 'Responsiveness' perceived the 
highest score, i.e., (2.61), followed by 'Reliability' and 'Assurance', i.e., (2.50), 
whereas the service quality dimension of 'Access' score, i.e., (2.47), followed by 
'Communication' i.e., (2.44), whereas 'Tangible' scored the lowest, i.e., (2.31). 
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7.4.7. Central library of VBU 
The comparative analysis of six dimensions of service quality, which were 
collected from the users of VBU has been analysed and presented in table 6.10.7. it 
shows that 'Assurance' perceived the highest score, i.e., (3.18), followed by 
'Tangible' and 'Reliability' score, i.e., (2.70), followed by the service quality 
dimension of'Communications' score, i.e., (2.63), followed by 'Responsiveness', i.e., 
(2.58), whereas 'Access' scored the lowest, i.e., (2.57). 
7.4.8. Major findings of Reliability Dimension 
It is found that DU has got the highest mean score, i.e., (3.94), followed by 
JMI (3.55), followed by AMU got third position with the score of (3.51) and JNU got 
forth position with (3.45) score. The BHU and VBU scored (3.33) and (2.70), got the 
fifth and sixth position respectively. NEHU scored the lowest, i.e., (2.50) for the 
Reliability dimension. 
Further items wise analysis indicates that 'Giving correct answers to 
reference questions' scored the highest for user groups of DU, i.e., (4.25), whereas 
NEHU scores (2.42), which is the lowest mean score of the respondents. 
With regard to 'Making relevant information available' users of the Central 
Reference Library of DU scored the highest, i.e., (4.01), whereas NEHU scored 
(2.63), which is the lowest mean score of the respondents. 
The item 'keeping records consistent with actual holdings/status' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (4.10), whereas 
NEHU scored (2.33), which is the lowest mean score of the respondents. 
Regarding 'Keeping computer databases up and running', MA Library of 
AMU scored the highest, i.e., (3.88), whereas NEHU scored (2.57), which is the 
lowest mean score of the respondents. 
The attribute 'Making sure that overdue notices and fine notices are 
accurate.' scored the highest for user groups of MA Library of AMU, i.e., (3.70), 
whereas NEHU scored (2.57), which is the lowest mean score of the respondents. 
It can be inferred that Central reference Library of DU is more conscious and 
aware with service quality of Reliability dimension, whereas NEHU is the least 
concerned about service quality of dimension Reliability. 
7.4.9. Major findings of Responsiveness Dimension 
Table 6.11.2 shows that the overall mean score of perceptions of service 
quality of Responsiveness, which were collected from users of seven respective 
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central university libraries of India to measure the readiness and timelines of library 
staff to provide information and services. 
It indicates that the overall mean score of 'Responsiveness' dimension. The 
Central Reference Library of DU got the highest score, i.e., (3.86), followed by BHU 
(3.63), whereas JNU got third position with the score of (3.37), and JMI got fourth 
position with (3.27) score. AMU and NEHU further scored (3.12) and (2.61) and got 
the fifth and sixth position respectively. VBU scored the lowest, i.e., (2.58) of 
Responsiveness dimension. 
Further the attributes 'Making new information available' scored the highest 
for user groups of Central Reference Library of DU, i.e., (3.98), whereas NEHU 
scored (2.57), which is the lowest mean score of the respondents. 
The item 'Timeliness delivery of information scored the highest for user 
groups of Central Reference Library of DU, i.e., (4.16), whereas NEHU scored (2.50), 
which is the lowest mean score of the respondents. 
The item 'Re-shelving of books' scored the highest for user groups of Central 
Library of JNU, i.e., (3.87), whereas, AMU scored (2.88), which is the lowest mean 
score of the respondents. 
The attribute 'Effective ILL System' scored the highest for user groups of 
Central Reference Library of DU, i.e., (3.94), whereas VBU scored (2.18), which is 
the lowest mean score of the respondents. 
SRG Central library of BHU, got the highest, i.e.,(4.05), for 'Familiarity with 
OP A C , whereas VBU scored (1.97), which is the lowest mean score of the 
respondents.. 
The item 'Recency of journals and newspapers' scored the highest for user 
groups of BHU, i.e., (3.72), whereas VBU scored (2.03), which is the lowest mean 
score of the respondents. 
After analyses, it can be inferred that Central Reference Library of DU is more 
conscious and aware of service quality of Reliability, whereas Central Library 
NEHU is least concerned about the service quality of Reliability dimension. 
7.4.10. Major findings of Assurance Dimension 
The Central Reference Library of DU got the highest score, i.e., (3.97), followed by 
BHU (3.76), whereas AMU got third position with the score of (3.65) and JMI got 
forth position with (3.31) score. JNU and VBU scored (3.08) and (3.18) got fifth and 
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sixth position respectively. NEHU scored the lowest, i.e., (2.50) for the Assurance 
dimension. 
It can be inferred from the table 6.11.3 that Central Reference Library of DU 
is more conscious and aware of service quality dimension of Assurance, whereas 
VBU is the least concerned about quality dimension Assurance. Further item wise 
analyses indicates that 'Appearance of staff scored the highest for user groups of DU, 
i.e., (4.24), whereas NEHU scored (2.69) which is the lowest mean score of the 
respondents. It can be inferred that the overall average mean of user groups of seven 
central university libraries for 'Appearance of staff is (3.69) which clearly depicts 
that only three university libraries, i.e., AMU (3.97), BHU (3.97) and DU (4.24) 
recorded higher than the overall average mean. 
The item 'Thorough understanding of the collections scored the highest for 
user groups of DU, i.e., (4.03), whereas NEHU scored (2.31), which is the lowest 
mean score of the respondents. 
The item 'Familiarity of CD-ROM System' scored the highest for user 
groups of Central Reference library of DU, i.e., (3.95) whereas VBU scored (2.75) 
which is the lowest mean score of the respondents. 
The item 'Providing individual attention to users' scored the highest for 
user groups of Central Reference Libraries of DU, i.e., (3.88), whereas NEHU scored 
(2.61) which is the lowest mean score of the respondents. 
The item 'Recognising the regular users by the library staff scored the 
highest for user groups of MA Library of AMU, i.e., (3.80), whereas VBU scored 
(2.51) which is the lowest mean score of the respondents. 
It can be noted that the overall average mean of user groups of seven central 
university libraries for 'providing individual attention to users' is (3.25), which 
clearly depicts that only two university libraries, i.e., NEHU (2.61), JNU (2.63) were 
recorded lower than the overall average mean. 
It can be inferred from the analyses that DU is more conscious and aware of 
service quality dimension of 'Assurance', whereas VBU is least concerned about the 
quality dimension of Assurance. 
Table 6.11.4 shows that the overall mean score of perceptions service quality 
of Access, which were collected from users of seven central university libraries of 
India to measures the ability to reach out for something and finding or getting it as 
and when it is needed 
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7.4.11. Major findings of Access Dimension 
It indicates that the overall mean score of Access dimension. The Central 
Reference Library of DU has got the highest score, i.e., (3.81), universities libraries, 
followed by JMI (3.78), followed by AMU which scored (3.58) and JNU got forth 
position with (3.51). BHU and VBU scored (3.39) and (2.57) got the fifth and sixth 
position respectively, whereas NEHU scored very low, i.e., (2.47) about the quality 
dimensions of'Access'. 
Further item wise analysis indicates that 'Availability of staff at reference 
desk' scored the highest for the user groups of BHU library, i.e., (4.05), whereas 
NEHU scored (2.38), which is the lowest mean score of the respondents. 
The item 'Availability of Xerox facility' scored the highest for user groups of 
Dr. Zakir Hussain central library of JMI, i.e., (3.96), whereas VBU scored (2.66), 
which is the lowest mean score of the respondents. 
The item 'Availability of computer terminals' scored the highest for user 
groups of Central Reference Library of DU, i.e., (3.87), whereas VBU scored (2.05), 
which is the lowest mean score of the respondents. 
The item 'Library opening hours' scored the highest for user groups of MA 
library of AMU, i.e., (4.15), whereas VBU scored (2.27) which is the lowest mean 
score of the respondents. 
The item 'Time spent at circulation desk' scored the highest for user groups 
of Central Reference Library of DU, i.e., (4.00), whereas NEHU scored (2.62) which 
is the lowest mean score of the respondents. 
It can easily be concluded that Central Reference Library of DU is more 
conscious and aware of service quality of Access, whereas NEHU is least concerned 
about the service quality of Access dimension. 
7.4.12. Major findings of Communications Dimension 
The overall mean score of perceptions of service quality of 
Communications, which were collected from users of seven central university 
libraries of India to measure the ability to keep clients informed in a language they 
understand and the ability to listen to them has been presented in table 6.11.5. The 
overall mean score of Communications dimension indicates that the Central 
Reference Library of DU got the highest, i.e., (3.64), followed by BHU (3.44), 
followed by AMU which the scored (3.37) and JMI got forth position with the score 
of (3.36). JNU and VBU scored (3.23) and (2.62) achieved the fifth and sixth 
286 
position respectively whereas NEHU scored the lowest, i.e., (2.44) about the service 
quality dimension of Communications. 
Further items wise analysis shows that 'Awareness of library facilities and 
services' scored the highest for user groups of BHU library, i.e., (4.10), whereas 
NEHU scored (2.50), which is the lowest mean score of the respondents. 
The item 'Provision of user education' scored the highest for user groups of 
Central Library of JNU, i.e., (3.52), whereas NEHU scored (2.21) which is the lowest 
mean score of the respondents. 
The item 'Availability, clarity, easy in uses of OP AC User manual' scored 
the highest for user groups of Central Reference Libraries of DU, i.e., (3.82) whereas 
NEHU scored (2.24) which is the lowest mean score of the respondents. 
The item 'Availability, clarity, easy in uses of CD- ROM user manual' 
scored the highest for user groups of Central Reference Libraries of DU, i.e., (3.81), 
whereas VBU score (2.32), which is the lowest mean score of the respondents. 
The item 'Assuring the users that her/his Problem will be handled' scored 
highest for user groups Central Reference Libraries of DU, i.e., (3.95), whereas 
NEHU score (2.59), which is the lowest mean score of the respondents 
It can be inferred from the table 6.11.5 that Central Reference Libraries of DU 
is more conscious and aware of service quality of Communications, whereas NEHU is 
least concerned about the service quality dimension of Communication. 
7.4.13 Major findings of Tangibles Dimension 
Table 6.11.6 indicates that the overall mean score of perceptions of service 
quality of Tangible, which were collected from users of seven respective central 
university libraries of India to measure the maintenance and physical facility. 
It indicates that the overall mean score of Tangibles dimension. The Central 
Reference Library of DU has got the highest score, i.e., (3.94) followed by JNU 
(3.82), whereas AMU got third position with the score of (3.61) and JMI got forth 
position with (3.36) score. JNU and VBU scored (3.23) and (2.62) got the fifth and 
sixth position respectively whereas NEHU scored the lowest, i.e., (2.44) about the 
service quality dimension of Tangibles. 
Further item wise analysis indicates that 'Library furniture' scored the 
highest for user groups of central library of JNU, i.e., (4.32), whereas NEHU score 
(2.54), which is the lowest mean score of the respondents. 
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The item 'Temperature setting in library' scored the highest for user groups 
of Central Reference libraries of DU, i.e., (3.95), whereas NEHU scored (2.21), which 
is the lowest mean score of the respondents. 
The item 'Proper illumination in the library' scored the highest for user 
groups of JMl, i.e., (3.95), whereas NEHU score (2.39), which is the lowest mean 
score of the respondents. 
The item 'Maintenance of Silence in study hall' scored the highest for user groups 
of Central Reference Libraries of DU, i.e., (4.00), whereas NEHU score (2.10) which 
is the lowest mean score of the respondents. 
7.5 TENABILITY OF HYPOTHESES 
The researcher developed hypotheses based on the objectives of the research 
through answer the research questions. They were tested with the help of statistical 
tools and SPSS (Statistical Package for Social Science.) 
HYPOTHESES! 
There is no significant difference in the perception of service quality dimensions 
of the seven central universities libraries of India. 
The service quality was considered in terms of the six dimensions, i.e., 
tangibles, reliability, responsiveness, assurance, communications and tangibles. The 
results of the tests of hypotheses showed that the perceptions of service quality in 
central university libraries. The null hypotheses were tested using the ANOVA test. 
The hypotheses were accepted at level of significance 0.05. 
Reliability Dimension: 
Table 6.12.1.1 shows the result of ANOVA. It indicates that F value is 
significant as the calculated value is greater then the tabulated value. The calculated 
value of F= 17.73 with (6,28) degree of freedom is significant at 0.05 level of 
significance, (Tabulated Value F (6.28) (0.05) = 2.4453). Therefore null hypothesis is 
rejected. 
It can be concluded that there is a significant differences in perceptions level 
of users of seven central university libraries for the service quality dimension of 
Reliability. 
Responsiveness Dimension 
Table 6.12.2.1 indicates that F value is highly significant as the calculated 
value is greater then the tabulated value. The tabulated value F= 10.92 with (6,35) 
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degree of freedom is significant at the 0.05 level of significance (Tabulated Value F 
(6.35) (0.05) = 2.3782). 
Therefore null hypothesis is rejected. It implies that there is a significant 
difference in perceptions level of users of the seven central university libraries for the 
service quality dimension of Responsiveness. 
Assurance Dimension 
From the table 6.12.3.1 indicates that F value is highly significant as the 
calculated value is greater than the tabulated value. The calculated value F=13.88 with 
(6,28) degree of freedom is significant at the 0.05 level of significance (Tabulated 
Value F (6,28) (0.05)= 2.4453). Further, it highlights that that there is a significant 
difference in the perception level of users of seven central university libraries for the 
quality dimension 'Assurance'. Therefore null hypothesis is rejected. 
Access Dimension 
From the table 6.12.4.1 reveals the result of ANOVA test. It indicates that 
F value is highly significant as the calculated value is greater then the tabulated value. 
The calculated value F=15.94 with (6.28) degree of freedom is significant at the 0.05 
level of significance, (Tabulated Value F= (6,28) (0.05)= 2.4453). It can be highlights 
that the there is a significant difference in the perception level of users between seven 
central university libraries for the quality dimension Access is concern. Therefore null 
hypothesis is rejected 
Communications Dimension 
It is evident from table 6.12.5.1 shows the result of ANOVA. It indicates 
that F value is highly significant as the calculated value is greater then the tabulated 
value. The tabulated value F= 7.38 with (6, 28) degree of freedom is significant at the 
0.05 level of significance, (Tabulated Value F= (6,28) (0.05) = 2.4453). 
It may be conclude that there is a significant difference in the perceptions level 
of users of the seven central university libraries for the quality dimension of 
'Communications'. Therefore, null hypothesis is rejected. 
Tangible Dimension 
It can be observed from the table 6.12.6.1 that F value is highly significant 
as the calculated value is greeter then the tabulated value of the result of ANOVA. 
The calculated value F= 19.48 with (6.21) degree of freedom is significant at the 0.05 
level of significance (Tabulated Value F (6,21) (0.05) = 2.5727). Therefore null 
hypothesis is rejected. It can be summarised that there is a significant differences in 
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the perceptions level of users of seven central university libraries as far as quality 
dimension Tangible is concern. 
HYPOTHESES-2 
There is no significant difference in the perception of services quality dimensions 
among research scholars and faculty member's with central university libraries of 
India. 
The investigator used't'-test to test the significant difference in the perception 
of service quality dimensions among the faculty members and research scholars of 
central university libraries of India. 
MA Library of AMU 
Table 6.13.1.1 show that calculated value of statistic t is (0.53) which is less 
than the tabulated value (2.2280). The null hypothesis may be accepted at 5% level of 
significance. Hence it can be concluded that there is no significant difference between 
the perception of research scholars and faculty members of AMU. 
SRG Central library of BHU 
Table 6.13.2.1 reveals that the calculated value of statistic t is (0.012) which 
is less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence, it can be concluded that there is no significant difference 
between perception of research scholars and faculty members of BHU. 
Central Reference Library of DU 
Table 6.13.3.1 reveals that calculated value of statistic t is (0.910) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% level 
of significance. Hence it can be concluded that there is no significant difference 
between the perception of research scholars and faculty members of DU 
Dr. Zakir Hussain Library of JMI 
Table 6.13.4.1 reveals that the calculated value of statistic t is (0.509) which is 
the less than the tabulated value (2.228). The null hypothesis may be accepted at 5% 
level of significance. Hence, it can be concluded that there is no significant difference 
between the perceptions of research scholars and faculty members of JMI. 
Central Library of JNU 
Table 6.13.5.1 reveals that the calculated value of statistic t is (0.395) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% level 
of significance. Hence, it can be concluded that there is no significant difference 
between the perceptions of research scholar and faculty members of JNU. 
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Central Library of NEHU 
Table 6.13.6.1 reveals that the calculated value of statistic t is (0.864) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% level 
of significance. Hence it can be concluded that there is no significant difference 
between the perceptions of research scholar and faculty members of NEHU. 
Central Library of VBU 
Table 6.13.6.1 depicts that the calculated value of statistic t is (0.767) which is 
less than the tabulated value (2.228). The null hypothesis may be accepted at 5% level 
of significance. Hence, it can be concluded that there is no significant difference 
between the perceptions of research scholars and faculty members of VBU. 
HYPOTHESES-3 
All the seven central university libraries are maintaining the level of quality 
management standards and services 
The investigator used mean chart and standard deviation chart for analysing 
the service quality level in the seven central university libraries of India. Mean chart 
shows the variation/deviation in standard (desired) quality level. Standard level of 
quality is being measured by taking the average of values (responses) obtained for a 
particular dimension. 
Reliability Dimension 
From the fig. 6.14.1.1 and 6.14.1.2 for the dimension Reliability, It can be 
concluded that DU is best in maintaining service quality of TQM standards as far as 
the 'Reliability' dimension is concerned. AMU, BHU, JMI and JNU Libraries are also 
good in maintaining service quality of TQM standard, but the two other central 
university libraries, i.e., NEHU and VBU are not having TQM standards as far as the 
'Reliability' dimension is concerned. 
Responsiveness Dimension 
From the fig.6.14.2.1 and 14.2.2 for the Responsiveness dimension, it can be 
noted that DU is best in maintaining service quality of TQM standards as far as the 
Responsiveness Dimension is concerned. AMU, BHU, JMI and JNU are also good in 
maintaining service quality of TQM standard, but the two other central university 
libraries, i.e., NEHU and VBU are not having TQM standards as far as the 
'Responsiveness' Dimension is concerned. 
291 
Assurance Dimension 
From the fig.6.14.3.1 and 14.3.2 charts for the 'Assurance' dimension. It can 
be concluded that DU is best in maintaining service quality of TQM standards as far 
as the Assurance dimension is concerned. AMU, BHU, JMI and JNU are also good in 
maintaining service quality of TQM standard, but central university libraries of 
NEHU is not having TQM standards as far as the 'Assurance' dimension is 
concerned. 
Access Dimension 
From the fig.6.14.4.1 and 14.4.2 chart for the 'Access' dimension, it can be 
concluded that DU and JMI are best in maintaining service quality of TQM standards 
as far as the Access dimension is concerned. AMU, BHU and JNU are also good in 
maintaining service quality of TQM standard, but the two other central university 
libraries of NEHU and VBU are not having TQM standards as far as the 'Access' 
dimension is concerned. 
Communications Dimension 
From the fig.6.14.5.1 and 14.5.2 charts for the 'Communications' dimension, 
it can be found that DU is best in maintaining service quality of TQM standards as far 
as the communications dimension is concerned. AMU, BHU, JMI and JNU are also 
good in maintaining service quality of TQM standard but the other two central 
libraries, i.e., NEHU and VBU are not having TQM standards as far as the 
'Communication' dimension is concerned. 
Tangible Dimension 
From the fig.6.14.5.1 and 14.5.2 charts for the dimension Tangible, it can be 
concluded that, DU and JNU are best in maintaining service quality of TQM 
standards as far as the communications dimension is concerned. AMU, BHU and JMI 
are also good in maintaining service quality of TQM standard but the two other 
central universities libraries, i.e., NEHU and VBU are not having TQM standards as 
far as the Tangible dimension is concerned. 
HYPOTHESIS-4 
All central university libraries have implemented Total Quality Management 
principles and practices. 
It can be observed from the table 6.2.1 that majority of central university 
libraries are under the process of the applying of TQM, i.e., 85.71%, whereas BHU 
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library is still planning to apply TQM principle and practices. So hypothesis is proved 
to be true. 
HYPOTHESIS-5 
All central university libraries are not certified with ISO. 
Table 6.2.4 depict that all central university libraries are not certified with 
ISO. It is clear from the 85.71% of the central university library clear from the 
findings that libraries are planning to get the certification from ISO except Central 
Library of VBU reported of no further plan to get the certification of ISO. 
CONCLUSION 
The main objectives of this study were to examine the application of total 
quality management (TQM) in central university libraries of India. The study find out 
the existing level of quality based services and facilities in seven Central University 
Libraries and perceptions about the service quality and implementation of TQM 
elements. The aim of the research is to measures the user's perceptions about quality 
service in university library. To measure the outcome performance and perceptions of 
quality services through users and librarian, two sets of questionnaire were designed 
for the investigation of TQM, first set of questionnaire was designed for the librarians 
of seven respective central university libraries to examine the status and level of TQM 
element. These include Leadership, Policy and Strategies, Staff Management, 
Resources and Process. The second set of questionnaire was designed for user groups 
of research scholar and faculty members. It includes 33 open ended and closed-ended 
questions referring to different aspects of service quality in an academic library. The 
questionnaire reflected six dimensions of quality services, i.e., Reliability, 
Responsiveness, Assurance, Access, communication and Tangibles. All the closed-
ended questions were designed to solicit responses on a five-point Likert scale for 
both types of respondents to measure perception of service quality. 
The quantitative and qualitative data collected through questionnaire and 
informal interview were organized and tabulated by using statistical methods, tables 
and percentage, mean and average mean. After gathering the questiormaires, the 
survey data was keyed in Excel file. Before transferring to SPSS version 16.0, the 
procedures of data treatment were set to validate the data for further analysis. After 
data treatment, the data was transferred to SPSS Version 16.0 and do statistical 
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analysis in order to accomplish the purposes of the study. For the analysis, the user's 
perception score for each item in the all dimensions were calculated in the form of 
means, average mean and Standard Deviation (SD). Further to substantiate the data, 
statistical tests have been conducted namely ANOVA, t-test and control chart for 
mean. 
Analyses of Variance (ANOVA) test were used to identify the differences of 
service quality dimensions in central university libraries of India and t-test was used 
to measure the significant differences between perception of service quality of the 
research scholars and faculty members. For measuring of quality levels, mean control 
charts were used. On the basis of findings and testing of hypothesis, there is a 
significant difference in the perceptions level of users of the seven central university 
libraries for the quality dimension of Reliability, Responsiveness, Assurance, Access, 
communication and Tangibles. The mean score of each dimension shows that the 
perception of users about the service quality dimensions in Central Reference Library 
of DU highest. It shows that research scholars and faculty member are very much 
satisfied with the services quality dimensions of TQM. On the other hand, the mean 
score indicates the perception of central library of NEHU users not satisfied with 
service quality dimensions. 
The investigator used't'-test to test the significant difference in the perception 
of service quality dimensions among the faculty members and research scholars at 5% 
level of significance. The result shows that there is no significant difference between 
the perception of research scholars and faculty members of seven central university 
libraries. So, the level of perceptions of service quality among the faculty members 
and research scholars are almost same. 
From the table of mean standard charts It is concluded that the central reference 
library of DU is best in maintaining service quality of TQM standards and AMU, 
BHU, JMI and JNU Libraries also good in maintaining service quality of TQM 
standard, but the two other central university libraries, i.e., NEHU and VBU are not 
having TQM standards as far as the 'Reliability' dimension is concerned. NEHU and 
VBU libraries should try to improve the standard and services. 
On the basis of aforesaid mentioned studies, conclusions were drawn and 
recommendations were made for providing quality based services in all libraries 
under study. Most of the central university libraries has good collection of all kinds of 
documents in book and non-book forms. They have almost the same automated 
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operational infrastructure facilities in their libraries. TQM demands time and 
persistence. To succeed in an organisation there must be support at the very top and 
commitment at all levels. It is necessary that all groups of people in an organisation 
are included in the process. TQM implementation requires patience and tolerance as it 
is a time consuming process. Therefore, implementation of TQM is not a guarantee of 
the highest quality but it is a step in the right direction. TQM implements a 
philosophy of strong leadership participation, policy and strategy of LIS staff 
management, process and the education of all employees. TQM is proven to be 
profitable when implemented in a successful way, but there are also problems with the 
implementation. In the other word, there is a need for an increased focus on the area 
of organizational change related to TQM. Resistance to change and people's attitudes 
are the primary hindrances to implementing TQM in university libraries. The other 
barriers are the problems of finding the money and time for training while 
maintaining current services in the university library. Successful TQM 
implementation requires a thorough understanding of critical success factors, barriers 
in achieving these factors, and managerial tools and techniques to overcome these 
barriers. Research in developed countries listed top management commitment to 
TQM, training for TQM throughout the organization, customer focus and continuous 
improvement, and a focus on employee involvement and empowerment as the key 
determinants of successful TQM implementation in university library. 
Finally researcher concluded that Information is now considered as an 
important resource for socio-economic development of a society. So value added 
information service can only provide the conformance to the requirement of the users 
and their satisfaction. Libraries adopt management techniques to give their best in the 
form of service and products to its users. But it is very difficult to give best products 
and services^ if there is no precise definition of what the best is in terms of library 
goals. There is no universally acceptable tool and techniques to measure, control and 
improve the quality of products and services in university libraries. Total Quality 
Management (TQM) is one of such techniques used for the improvement and 
maintenance of quality or performance of the university libraries. Therefore, it is 
necessary for library and information professionals to understand core concepts, 
methods and techniques used in TQM. TQM in the context of libraries is to provide 
the right information to right user at the right place and time and also at the right cost. 
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TQM involves defining the output to the requirement, assigning the process 
(action, methods and operations) specifying input requirement (men, machines, 
materials, information, skills etc.) maintaining, monitoring / controlling the adherents 
to user requirement, identifying changes in users requirements, communicating 
changes in process and inputs. TQM requires continuous improvement of all 
operations and activities in the organization. It is recognized that customer satisfaction 
can only be obtained by providing a high quality product or service and continuous 
improvement of the quality of the product / services is the only way to maintain a high 
level of customer satisfaction. As the product / output quality is the result of process 
quality, it must also be improved continuously, so measurement and monitoring of all 
activities and process is necessary as part of quality improvement programme. 
Customer/ users requirements are not restricted to the needs of functionality of 
a product or service, but may relate to ease of use, availability, delivery method, 
familiarity, reliability, time effectiveness, reputation, enjoyment, etc. It is necessary to 
understand what the users actually need and design the service and deliver them to 
satisfy the expectations of users. This is necessary for the successful implementation 
of TQM in libraries. 
In the context of TQM quality is defined as meeting the requirements of 
customers, both internal and external customers. Understanding the needs and 
requirements of both these users are compulsory for the success of TQM in libraries. 
The quality chain in a library comprises supplier customer interaction from the 
external supplier; through numerous customer suppliers inter faces within the library. 
Identification of the internal and external user is very important in TQM. In 
libraries, the external customer is the real user, but in certain situations the same users 
becomes a supplier as like the book supplier or the services suppliers or the library 
staff. Similarly, the library staff also becomes the use as like the original user in the 
library. For example, the library staffs who deals the book selection work is a supplier 
of book details to the order clerk, but at the same time, he is the user/customer who 
receive request from the original user. Both the library staff and the original user in a 
library play such customer-supplier roles. So satisfaction of the needs and 
requirements of these users is very important in TQM. 
TQM maintains and improves all library processes automatically by a process 
of designing, controlling, detecting and implementing. The prevention of errors and 
wastages of resources, like material, effort, time, etc are vital to the success of TQM 
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in university library. TQM recognizes that the achievement of the right first time 
depends not only on management commitment but also on the involvement of all 
staff. Through setting clear objectives, making the employees properly trained and 
providing them with good working facilities, the library can prevent wasted efforts 
and errors and target the services to meet the customer requirements, make the 
efficient use of the resources and increase the satisfaction of users. 
The library management concentrates on the staff, their empowerment, 
satisfaction and commitment to service quality. This will create a culture compatible 
with TQM. All library activities and processes must be defined, described and 
recorded in the form of staff manual, policies and programs etc. The managerial 
experiences of implementing TQM in libraries emphasized the need of well-defined 
quality policy, design and development of systems and procedure manuals in libraries. 
These manuals are the good source of information to staff, users, management, and 
auditors, to understand the services offered, procedures and programs carried out, 
responsibilities of staff, systems used etc. 
The librarian should be committed to the users, profession, basic human value 
and excellence and this has to be communicated to lower level properly and clearly. 
The librarian should have a clear vision about the performance and quality of the 
library services provided and it must be recorded properly. It will equip the library 
staff with sense of purpose, confidence, determination and committed effort to 
produce good results. 
Effective functioning of a library is vested on the trust between the librarian 
and the other library staff A well defined library system ensures optimum utilization 
of skills and knowledge of the library staff. An open system will ensure trust among 
the library staff and permit two-way communication between the staff and librarian. A 
well designed library staff manual covering job description, role duties and 
responsibilities, tools and techniques, etc. Teamwork in libraries is essential for the 
success of TQM. It enables the management to get diverse talents, skills, expertise 
and experience of other to the problem solving tables. 
SUGGESTIONS AND RECOMMENDATION 
Based oi; the above discussion and observations, following suggestions are made 
for the implementation of quality in university libraries. 
1. Most of the central university libraries are planning to apply the principles and 
element of TQM and result also indicates that no one library is certified with 
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ISO. So it can be strongly recommended that librarian should try to implement 
the TQM Philosophy in library and information system.. 
2. All the central university library should appoint a qualified quality consultant 
for improvement of quality based services emd product. 
3. Seminar and workshop related to quality management should be conducted 
regularly. This will help them to be responsive and learn new way and 
techniques of doing things. 
4. Quality based collection of resources should be increased for the students and 
research scholars. 
5. Inter library loan service must be enhanced and made effective. The ILL 
regulations must be officially set in all university libraries. 
6. The user satisfaction cannot always be equated to the success or failure of the 
system, but often it is an important source for pointing out the loopholes in the 
system and its services. 
7. Feedback from learners and faculty is essential for continuous improvement in 
quality of information services. 
8. Assessment of LIS services in the framework suggested above will help the 
LIS professionals to improve and implement quality information services. 
9. There is a need to develop standards / norms for assessing quality of 
information services with particular reference to academic Libraries. 
10. There is a need to evolve methodologies and mechanisms for improvement of 
quality information services. 
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Jippendices 
(PART 1) 
QUESTIONNAIRE 
For Librarian /Dy. Librarian 
A Study of Total Quality Management (TQM) in Central University Libraries of India 
A. General: 
1. Name of the library 
2. Year of establishment 
3. Name of librarian 
4.E- Mail address 
5. Website address of library 
B. Timing: 
Working hours of the library: 
Days 
Normal Days 
Holidays/Sundays 
Opening Time Closing Time 
C. Library Users: 
1. Total no. of Library users 
2. (Please indicate the Number Category wise below) 
S.N. 
1 
2 
2 
4 
Users 
Faculty members 
Research Scholar 
Students 
Others 
Total No 
D. Staff: 
1. Total number of professional staff at present 
2. (Please indicate the Number Category wise below) 
S.No. 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8 
Staff 
Librarian/Director 
Deputy Librarian 
Assistant Librarian 
Professional Assistant 
Semi Professional Assistant 
Library Assistant / Info. Assistant 
Information Scientists / Officer 
Programmer 
Total No. S.No. 
9. 
10. 
11. 
12. 
13. 
14. 
15. 
Staff 
Library 
Attendant 
Clerical Staff 
Peon 
Binder 
Sweeper 
Chokidar 
Others 
Total No. 
E. Collection: 
1. Total collection of library at present: 
2. Collection of the library (Category wise) 
S.No. 
1. 
2. 
3: 
A. 
B. 
4. 
5. 
6. 
Types of materials 
Text books 
Bound Periodicals 
At present 
Current Periodicals: -
International 
National 
Dissertations/ Thesis 
Manuscripts 
Others (specify) 
Electronic Resources 
14. 
15. 
16. 
20. 
E-Joumals 
E-Database 
CDs/DVD ROM Disk 
Others 
(Soecifv) 
F. Budget: 
1. Total Library Budget at present: 
2. Please indicate total budget of the library in the following table. 
S.N 
1. 
2. 
ities: 
Grant 
Recurring 
Non-recurring 
2005-06 
Please indicate (> )^ the availability of the facilities at your library by checking the 
priate item. 
Internet/ Wi-Fi 
Computers 
Microfiche 
TV, VCR 
Scanner 
Microfilm 
Photocopier 
Fax Machine 
Telephone 
Seminar Room 
Suggestions/complain box 
Air-Conditioning 
Intercom telephone 
Telex Machine 
Bar-Code-System 
Online Catalogue 
Web OPAC 
V-SAT 
Local area network 
Library Software 
Committee Room 
Research Cabin 
Display Unit 
Any others 
H. Automation: 
1. Library is fully automated. 
2. Which library software you are using 
3. Please indicate the job/service 
Yes/No 
S.N. 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
Section 
Acquisition 
Cataloguing 
Circulation 
Serial Control 
Library Statistics 
CAS (Current Awareness Services) 
SDI (Selective Dissemination of Information) 
Partial Complete 
I. Library Services: 
1. Do you provide orientation services to users? 
2. If yes, how frequently. 
Yes/ No 
3. If no, what is the reason? 
4. Do you provide following library services (Please tick v^  appropriate place). 
Reservation of documents 
Reprographic services 
CAS 
SDI 
OPAC 
Internet services 
Microform services 
Bibliographies 
Abstracting Services 
Indexing services 
Reference service 
Translation services 
Referral services 
Search Literature (computerized) 
E - Journal 
Inter Library Loan 
Any others Services (specify) 
Your further plane for improving services 
General 
Computerized 
Are you planning to add some new services 
If yes. Please specify 
[ 
Yes/No 
J. Others: 
3. Please mention some important points which can enhance the effectiveness of your 
library. 
PART 2 
TQM IN LIBRARIES 
1. Does your organisation apply TQM? 
A. Yes ( ) B.No ( ) C. Under Process ( ) D. Under Plan 
2. Have you tried TQM in your library? 
A. Yes ( ) B. No ( ) C. Under Process ( ) D. Under Plan 
3. Do you agree with 'Total Quality Management' can be easily applied to libraries? 
A. Yes ( ) B.No ( ) 
4. If your organisation applies TQM, which model (s) you are applying or planning. 
A. MBNQAS Model ( ) B. ISO 9000 ( ) C. EFQM Model( ) D. Others 
5 Is your organization ISO certified? 
A. Certified ( ) B. Under Process ( ) C. Under Plan ( ) D. No Further Plan ( ) 
6. Does your organisation apply statistical process control? 
A. Yes ( ) B.NO ( ) 
7. Did your organisation employ additional staff since, application of TQM? 
A. Yes ( ) B.NO ( ) 
8. Weather any quality consultant is appointed in your library? 
A. Yes ( ) B.NO ( ) 
9. Any formal /informal Quality Management Programme has been organized by the library? 
A. Workshop ( ) B. Seminar/Conference ( ) C. Training ( ) D. any others 
10. Have you any experience in Quality Management project activity? 
A. Yes ( ) B.NO ( ) 
11. Do you think that your subordinates are aware with Quality Management Activities? 
A. Yes ( ) B.NO ( ) 
12. Overall, do you think that TQM brings positive effect to your library? 
A. Yes ( ) B.NO ( ) 
PART 3 
The range is from 1= To full extent; 2= To great extent; 3=To some extent; 
4= To a little extent; 5= Not all in 
1. Leadership: 
(a) Do you think leadership plays a significant role in accomplishing 
the desired level of efficiency in the library? 
(b) I conceder the importance of different terms for the improvement 
of the process, procedure and practices. 
(c) I believe that all of us have more or less equal potential 
(d) I praise verbally in public for outstanding performance and 
condemn privately for poor performance. 
(e) 1 support open decision making through brainstorming. 
2. Policy and Strategies: 
(a) The vision, mission, goals, objectives and values of the library are 
conveyed through staff oriented programme 
(b) 1 like to align library culture, strategies, environment and 
technology for effective service. 
(c) I provide all information to my subordinates and let them jointly 
find the solution to a problem. 
(d) 1 make clear library policy and strategies to the staff. 
(e) I take help to focus groups, users survey personnel interview 
for information needs assessment. 
3. Staff Management: 
(a) I conceder library staff as an asset to be developed rather 
commodity to be used. 
(b) I focus on education, training and re- training for continuous 
(c) I do not hesitate to delegation the responsibilities and authority 
to my mature subordinate. 
(d) 1 do not the conceder seniority as the best criteria for promotion. 
(e) 1 have provided intercom telephone service in each section of 
the library for horizontal and vertical communication. 
4. Resource: 
(a) 1 help to proper allocation of library budget for optimum 
utilization. 
(b) I want to provide the quantitative library services at a nominal 
price. 
(c) I refer to select library suppliers and vendors on the bases of 
quality rather on price. 
(d) 1 am using latest information technology with proper-based 
Culture. 
(e) I keep library building, books and furniture clean. 
(f) 1 keep all the equipments and instruments in proper condition 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
5. Process: 
a) I take help of staff members and users in designing new 
Process and dropping the obsolete processes. 
b) I give chance to individual; employ to improve the processes of 
his/her work, 
(c) I authorize my staff to identify key processes by breaking the 
Processes in small activities 
1 I 2 I 3 | 4 I 5 
1 I 2 I 3 I 4 7 1 
VTl I 3 I 4 I 5 
Date 
Signature 
Thanks for your valuable time sparing. 
QUESTIONNAIRE FOR LIBRARY USERS 
A Study of Total Quality Management (TQM) on Central University Libraries in India 
Instructions 
1. Please indicate the most appropriate answers by a ticic in the brackets provided below, where a 
space is provided; use a pen to write your answers in it. 
Name of the user University: 
1. Are you; 
(a) Research Scholar [ ] (b) Faculty [ ] 
1.2. Faculty/Department: r 
2. Reliability 
2.1. Are you able to find reliable information to most of your queries in the reference collection? 
(a) All of them [ ] (b) Most of them [ ] (c) Some of them [ ] 
(d) Few of them [ ] (e) None of them [ ] 
2.2. Have you ever had the experience of giving up a search, because you could not find the 
relevant information? 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not Sure [] 
2.3. How consistent is cataloguing and classification of your library materials? 
(a) Very consistent [ ] (b) Consistent [ ] (c) Inconsistent [ ] 
(d) Very inconsistent [ ] (e) Not sure [ ] 
2.4. How reliable is the Online Public Access Catalogue (OPAC) in giving yours full informafion 
regat-ding their search? 
(a) Very reliable [ ] (b) Reliable [ ] (c) Unreliable [ ] (d) Very unreliable [ ] (e) Not sure [ ] 
2.5. Do you think that overdue and fine notices sent by the library staff are accurate? 
(a) Strongly agree [ ]' (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
3. Responsiveness 
3.1. Are you able to get the latest and current published books in your subject area? 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [ ] 
3.2. Do library staff attend to your requests promptly within 3 minutes? (Resp 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [ ] 
3.3. The books are expected to be re shelved promptly within 
(a) Half day [] (b) One day [ ] (c) One and half days [ ] (d) Two days [] (e) Not sure [] 
3.4. How effective is the inter-library loan system in satisfying your information needs? 
(a) Very effective [] (b) Effective [] c) Ineffective [ ] 
(d) Very ineffective [ ] (e) I do not know [ ] 
3.5. Is the Online Public Access Catalogue (OPAC) user friendly and familiar to you? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
3.6. How current are the newspapers and periodicals available on the periodicals display shelves? 
(a)Very latest [ ] (b) Latest [ ] (c) Not latest [ ] (d) Not very latest [ ] (e) Not sure [] 
4. Assurance 
4.1. What is the appearance of library staff to the readers? 
(a) Neat and clean [ ] (b) Inviting [ ] (c) Untidy [ ] (d) Messy [ ] (e) Irritating [ ] 
4.2. How efficient is the library staff in providing the relevant material from the collection of the 
library? 
(a) Very efficient [ ] (b) Efficient [ ] (c) Inefficient [ ] (d) Very inefficient [ ] (e) Not sure [ ] 
4.3. Is the CD-ROM system user-friendly and familiar? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure[ ] 
4.4 The library staff take personal interest when you approach them for information. 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [] 
4.5. The library staff recognize you when you approach them regularly. 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
5. Access 
5.1. Is the library staff available to you always at the reference desk? 
(a)Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [ ] 
5.2. Are the photocopier machines available to you, sufficient for student use? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
5.3. Have you ever been kept waiting to use the computer terminal at any time? 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [] 
5.4. Are the library opening and closing hours convenient and ideal for you? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
5.5. Have you ever been kept waiting in the long queues in circulation? 
(a) Very often [ ] (b) Often [ ] (c) Not very often [ ] (d) Not at all [ ] (e) Not sure [] 
6. Communications 
6.1. Are you aware of the facilities and services available in the library? 
(a) All of them [] (b) Most of them [] (c) Some of them [ ] 
(d) Few of them [ ] (e) None of them [ ] 
6.2. How did you learn about the use of the library and its equipment? 
(a) Library orientation [ ] (b) From friends [ ] (c) Teaching staff [ ] 
(d) Library staff [ ] (e) Self taught [] 
6.3. Are the Online Public Access Catalogue (OPAC) user manuals where available, clear and 
easy to use? 
(a) Very easy [ ] (b) Easy [ ] (c) Not so easy [ ] (d) Difficult [ ] (e) Not sure [ ] 
6.4. Are the CD-ROM user manuals where available, clear and easy to use? 
(a) Very easy [ ] (b) Easy [ ] (c) Not so easy [ ] (d) Difficult [ ] (e) Not sure [ ] 
6.5. When you approach the library staff for information, does she/he ask you questions 
regarding the exact information you want? 
(a) Most frequently [ ] (b) Frequently [ ] (c) Less frequently [ ] 
(d) Not at all bothered [ ] (e) Not sure [ ] 
7. Tangibles 
7.1. ^re the chairs provided, convenient and comfortable for you? 
(a) Very convenient [ ] (b) Convenient [ ] (c) Inconvenient [ ] 
(d) Very inconvenient [ ] (e) Not sure [ ] 
7.2. Does the temperature setting in the library suit you? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] 
(d) Strongly disagree [ ] (e) Not sure [ ] 
7.3. Is there sufficient lighting in the library to carry on your work? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] (d) Strongly disagree [ ] (e) Not sure [ ] 
7.4. Are the study halls silent enough to enable you to work peacefully? 
(a) Strongly agree [ ] (b) Agree [ ] (c) Disagree [ ] 
(d) Strongly disagree [ ] (e) Not sure [ ] 
8. What area of the library services would you like to be improved? 
Signature : 
Date Thank you for taking time to comment. 
